
TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

None - self employed or
5211107460----7527521 other employee

11%4%10%23%66%-%-%-%-%39%38%

cdebcdebcde

2842100343231----116811682-9
58%83%86%75%33%-%-%-%-%61%58%

aaeabeaebcde

6535137--37-3710-25
13%10%3%1%*%47%-%-%73%-%2%

abcabcaaacdacde

3111*14--14-1426-49
6%2%1%*%*%17%-%-%27%-%1%

abcaaacdacde

41*1*18-18--1850 - 99
9%1%*%*%*%23%-%100%-%-%1%

abcdaabdabde

2-***1111---11100 - 249
4%-%*%*%*%13%100%-%-%-%1%

abcabcabce

3344111450690----19201920Net: Micro
69%88%96%99%100%-%-%-%-%100%96%

edecdebcdebcde

9656151--51-51Net: Small
18%11%4%1%*%64%-%-%100%-%3%

abcabcabaacdacde

6111*291118--29Net: Medium
13%1%*%*%*%36%100%100%-%-%1%

abcdaababeabe
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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?
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

None - self employed or
263834655556410311959218757897521 other employee
29%39%33%38%34%39%51%37%37%33%29%50%41%38%

cmcmcmacdefhijklcmcdefijkm

m

565362998102919319894412035312211682-9
63%54%60%58%62%56%46%61%58%63%68%47%56%58%

bglbgbgbgbggbgabeghjk

l

333283423314243710-25
3%3%3%2%2%3%1%1%2%2%1%2%2%2%

212911112*1*11426-49
2%1%2%1%1%*%*%*%1%*%*%*%1%1%

jj

211142212211111850 - 99
3%1%1%1%1%1%*%1%1%1%*%1%1%1%

cfj

11181111111*111100 - 249
1%1%1%*%1%1%*%*%*%1%*%*%1%1%

8191951652157155195316154632901112111920Net: Micro
92%93%93%97%95%95%98%98%95%96%97%97%96%96%

klmklmklmklm

4553755355153651Net: Small
5%5%5%2%3%3%1%1%3%2%2%2%3%3%

cfjcfjcfgj

3222234233121329Net: Medium
4%2%2%1%2%2%1%1%2%2%1%1%1%1%

cfj
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

None - self employed or
646881805722954215227662557247521 other employee
31%38%40%37%39%30%26%38%34%54%32%62%38%

bfgfgbdefghbdefgh

12710412479214299538348119201061311682-9
61%58%55%59%57%67%67%59%61%42%60%34%58%

bacachacacacac

53311261322751613710-25
2%2%3%2%2%1%3%1%3%3%3%3%2%

e

3114105*131*2*1426-49
1%1%1%1%1%*%2%*%1%1%1%1%1%

51461291*3214*1850 - 99
2%1%1%1%1%1%1%*%1%1%2%*%1%

ae

373761121-1*11100 - 249
2%*%1%*%1%*%1%*%*%-%1%*%1%

a

191172942714937241375257518545163371920Net: Micro
93%96%95%96%96%97%93%98%96%95%93%96%96%

bbbbf

7441536183310727151Net: Small
4%2%3%2%2%2%5%2%3%4%4%3%3%

ee

82192014114215*29Net: Medium
4%1%2%1%2%1%2%1%1%1%3%*%1%

ae

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 1  (continuation)                                                                                                                                                       Page 3
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

None - self employed or
16089484876657521 other employee

37%31%39%69%35%38%

ba

25318671438113011682-9
58%64%57%30%60%58%

ab

9523*373710-25
2%2%2%*%2%2%

328*131426-49
1%1%1%*%1%1%

459*181850 - 99
1%2%1%*%1%1%

425*1111100 - 249
1%1%*%*%1%1%

413276119812617941920Net: Micro
95%95%96%100%96%96%

a

12831*5151Net: Small
3%3%3%*%3%3%

8714*2929Net: Medium
2%2%1%*%2%1%
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

None - self employed or
802434298744-----8726727521 other employee
26%31%47%21%38%-%-%-%-%-%26%27%40%38%

bcbjbcj

196510463241144---241817197211682-9
64%65%51%63%58%-%-%-%68%90%60%64%57%58%

aaai

13178334*-*1*210253710-25
4%2%1%8%2%100%-%59%19%5%6%4%1%2%

abaaiaiai

383*14----*-3101426-49
1%1%*%*%1%-%-%-%-%1%-%1%1%1%

882217--***16101850 - 99
3%1%*%4%1%-%-%41%4%2%4%2%1%1%

abaaiaiai

63119---**14511100 - 249
2%*%*%4%*%-%-%-%9%2%4%2%*%1%

abaiaiai

276753891321888---242624316441920Net: Micro
90%95%98%84%96%-%-%-%68%90%87%91%97%96%

cbcbcjbcj

162510348*-*1*2133551Net: Small
5%3%1%8%2%100%-%59%19%6%6%5%2%3%

aaaiai

14123326--***2111529Net: Medium
5%1%*%8%1%-%-%41%13%5%8%4%1%1%

abaaiaiai
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

None - self employed or
-2164143613991132083892073307521 other employee
-%45%38%38%14%26%32%34%26%34%32%29%30%38%

ccbebee

-218213269973229236876444869611682-9
-%50%48%48%76%59%63%62%67%60%63%64%64%58%

dcdf

***1*2252812142920283710-25
100%3%12%5%2%4%2%2%3%2%2%3%3%2%

---*-210945128111426-49
-%-%-%2%-%3%1%1%1%1%1%1%1%1%

a

-**1121214881613161850 - 99
-%3%2%4%4%4%1%1%2%1%1%2%1%1%

a

---*11685597911100 - 249
-%-%-%3%4%3%1%1%1%1%1%1%1%1%

aa

-3215244610601131406576115365510261920Net: Micro
-%95%86%86%90%86%95%95%93%95%95%93%94%96%

bdb

***1*43536162041283951Net: Small
100%3%12%7%2%7%3%3%4%3%3%4%4%3%

a

-**1241822131326202429Net: Medium
-%3%2%6%8%7%2%2%3%2%2%3%2%1%

aaa

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 1  (continuation)                                                                                                                                                       Page 6
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

None - self employed or
4298888180-----332027521 other employee

34%16%31%30%40%-%-%-%-%-%48%27%34%38%

ddbcd

7127177195258----53635411682-9
63%72%62%65%57%-%-%-%-%99%41%61%60%58%

abca

*8966*-*-*11133710-25
2%4%3%2%1%68%-%87%-%1%9%7%2%2%

a

*3333------*51426-49
1%2%1%1%1%-%-%-%-%-%-%2%1%1%

-6542*-**-**81850 - 99
-%3%2%1%*%32%-%13%100%-%2%3%1%1%

aa

-4221------*511100 - 249
-%2%1%1%*%-%-%-%-%-%-%*%1%1%

a

11156265283438----5695561920Net: Micro
97%89%93%95%97%-%-%-%-%99%90%88%95%96%

ddcd

*1111109*-*-*111851Net: Small
3%6%4%3%2%68%-%87%-%1%9%8%3%3%

a

-9763*-**-**1329Net: Medium
-%5%2%2%1%32%-%13%100%-%2%3%2%1%

abca
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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

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

None - self employed or
638381670488151-235856707521 other employee

11%33%32%38%28%33%37%-%27%34%40%33%38%

bbcd

447191651003108152444551057512911682-9
83%62%65%58%63%61%59%81%64%62%54%62%58%

aa

227632419*43333710-25
4%2%2%2%3%3%2%7%5%2%2%2%2%

*111122*3*11221426-49
1%1%*%1%1%1%1%3%1%*%1%1%1%

1152164*4*22121850 - 99
2%1%1%1%2%2%1%7%2%1%1%1%1%

*91104*1*111211100 - 249
*%1%*%1%2%1%*%3%1%1%1%1%1%

a

5011022451674156233954771621321991920Net: Micro
94%95%96%96%91%93%96%81%91%96%95%96%96%

c

2397447112*545551Net: Small
4%3%3%3%4%4%3%10%6%2%4%3%3%

124326815*342429Net: Medium
2%2%1%1%5%2%1%9%4%2%2%2%1%

a
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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?
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

None - self employed or
-31311975315544831237521 other employee
-%26%31%29%26%38%20%27%23%38%38%

bb

28063922014422413118983511682-9
100%65%63%65%70%56%70%67%72%57%58%

aa

-425106915413710-25
-%3%2%3%3%2%3%3%3%2%2%

-110314*2111426-49
-%1%1%1%1%1%2%1%1%1%1%

-31562612211850 - 99
-%2%1%2%1%2%5%1%1%1%1%

-38315*11*11100 - 249
-%2%1%1%*%1%1%1%*%1%1%

b

211195031719737917166130581920Net: Micro
100%91%94%93%95%94%90%94%95%94%96%

-53513713174251Net: Small
-%4%3%4%3%3%5%4%3%4%3%

-6239311132129Net: Medium
-%5%2%3%1%3%5%2%2%2%1%

b
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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?
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

None - self employed or
2211288167202322238134117-28166847521 other employee

31%30%32%37%30%31%39%32%36%30%-%31%28%30%38%

aba

3435567255420662274213255-5439317511682-9
54%63%63%57%63%63%50%62%57%65%-%59%65%63%58%

ccb

*1922111926*41010-21873710-25
5%3%2%2%3%2%5%3%3%3%-%3%3%2%2%

*8104711*133-1631426-49
3%1%1%1%1%1%6%1%1%1%-%1%1%1%1%

*121261215-265-21251850 - 99
3%2%1%1%2%1%-%2%2%1%-%3%2%2%1%

*77578-253-27311100 - 249
3%1%1%1%1%1%-%1%1%1%-%3%1%1%1%

46468564226229844113348372-825592591920Net: Micro
85%93%94%94%93%94%89%93%94%94%-%91%93%94%96%

*2732152637*51314-424951Net: Small
8%4%4%3%4%4%11%4%3%3%-%4%4%3%3%

*1920111923-3119-519929Net: Medium
7%3%2%2%3%2%-%3%3%2%-%5%3%3%1%
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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?
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

None - self employed or
63210213292172192691027521 other employee

51%14%13%27%31%34%33%28%33%34%35%38%

5161324433519304916612017011682-9
41%85%81%65%63%60%58%65%61%59%58%58%

1-*11721227683710-25
8%-%3%3%2%2%3%2%2%3%3%2%

-***791*3241426-49
-%*%2%1%1%1%1%1%1%1%1%1%

-**11111114341850 - 99
-%1%2%2%2%1%2%1%1%2%2%1%

---1772234411100 - 249
-%-%-%1%1%1%3%2%1%2%1%1%

1119153464581147702571892721920Net: Micro
92%99%94%93%94%94%90%93%94%92%93%96%

1*112430221081251Net: Small
8%*%4%4%4%3%5%3%4%4%4%3%

-**119183377829Net: Medium
-%1%2%4%3%2%5%4%2%3%3%1%
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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?
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

None - self employed or
5959929583-1216363537094806274416137521 other employee

38%39%55%37%-%31%36%33%37%34%36%34%36%38%

acb

919148229175250105265811318651048805103511682-9
58%57%41%59%97%64%60%62%59%61%60%61%60%58%

b

314130*9352237303530353710-25
2%2%3%2%3%2%2%2%2%2%2%2%2%2%

121*12-313914111312131426-49
1%*%*%1%-%1%1%1%1%1%1%1%1%1%

143115-5181118161816181850 - 99
1%1%1%1%-%1%1%1%1%1%1%1%1%1%

92*8-41061191091011100 - 249
1%1%*%1%-%1%1%1%1%1%1%1%1%1%

1514247511500537116891010184013451676124516481920Net: Micro
96%96%96%96%97%94%96%95%96%95%96%95%96%96%

435242*134831504149424851Net: Small
3%2%3%3%3%3%3%3%3%3%3%3%3%3%

235124-102818292528252829Net: Medium
1%2%1%2%-%2%2%2%1%2%2%2%2%1%
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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
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

None - self employed or
38936359538113107582521262141337521 other employee

43%33%37%38%44%33%40%27%36%24%29%35%38%

acaca

4866829645713619683812921261823011682-9
54%62%59%58%52%61%57%67%60%71%61%61%58%

bab

17212826724672173710-25
2%2%2%2%2%2%2%3%2%2%5%2%2%

5912*121012**21426-49
1%1%1%*%*%1%1%1%1%1%*%1%1%

7111512412331*31850 - 99
1%1%1%1%1%1%1%1%1%1%2%1%1%

479*136111*111100 - 249
*%1%1%*%*%1%*%1%*%1%3%*%1%

8751045156095248303142018133982113631920Net: Micro
96%96%96%96%96%95%97%94%96%95%90%96%96%

21304027103389311051Net: Small
2%3%2%3%3%3%2%4%3%3%5%3%3%

111824137184421429Net: Medium
1%2%1%1%1%2%1%2%1%2%5%1%1%
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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

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

None - self employed or
2763621122882013303467521 other employee
38%43%32%44%23%34%40%41%39%43%20%31%38%

bdddbab

4176723334610241732119011682-9
57%45%60%48%66%56%50%49%50%46%64%59%58%

aabcc

2141231213163710-25
3%4%3%3%4%4%3%4%3%4%4%4%2%

**2112*111*31426-49
1%3%1%1%1%2%1%1%2%1%2%2%1%

1131231212151850 - 99
1%4%2%2%4%3%4%3%4%3%6%3%1%

*-1111*1111211100 - 249
1%-%1%2%2%2%2%2%2%2%4%2%1%

691310343457318443062141371920Net: Micro
95%89%92%92%89%90%90%90%89%90%84%90%96%

31523513241851Net: Small
4%7%5%4%5%6%5%5%5%5%6%6%3%

11423413232729Net: Medium
2%4%4%4%6%5%6%5%6%5%10%5%1%
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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

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

None - self employed or
589167853748444310016571067521 other employee
45%49%36%41%26%32%38%35%38%27%37%37%38%

ghabcdefghjhhhhh

669010912198907280141419616411682-9
51%49%58%58%70%60%62%65%54%73%62%57%58%

adijklkkdkldklk

325135-*9-193710-25
2%1%2%1%2%4%-%*%3%-%*%3%2%

fefefef

1*2112--3-121426-49
1%*%1%*%1%1%-%-%1%-%*%1%1%

112*23-*5-141850 - 99
1%1%1%*%1%2%-%*%2%-%*%1%1%

1*2*11--3-*211100 - 249
1%*%1%*%1%1%-%-%1%-%*%1%1%

124180176206135139116123242571522711920Net: Micro
95%98%94%99%95%92%100%100%92%100%99%94%96%

adgadgjladghjladghjladg

427247-*12-11251Net: Small
3%1%4%1%3%5%-%*%5%-%1%4%3%

efeffbefibefiefi

214*34-*8-1629Net: Medium
2%1%2%*%2%3%-%*%3%-%1%2%1%

efiefi
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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

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

None - self employed or
2161701871797521 other employee

43%34%37%36%38%

abc

26431029330111682-9
53%62%59%60%58%

ddd

999103710-25
2%2%2%2%2%

44331426-49
1%1%1%1%1%

45551850 - 99
1%1%1%1%1%

323311100 - 249
1%*%1%1%1%

4804804804801920Net: Micro
96%96%96%96%96%

1313121351Net: Small
3%3%2%3%3%

778729Net: Medium
1%1%2%1%1%
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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

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

----4021***402402Up to £49,999
-%-%-%-%58%1%2%1%*%21%20%

bcdebcde

----2891*-1289289£50,000 - £99,999
-%-%-%-%42%1%*%-%2%15%14%

bcdebcde

---208-1**1206208£100,000 - £199,999
-%-%-%45%-%2%2%1%2%11%10%

acdebcde

---142-2**2140142£200,000 - £299,999
-%-%-%31%-%2%*%2%3%7%7%

acdebcde

---62-2*-16062£300,000 - £399,999
-%-%-%13%-%2%2%-%3%3%3%

acdecc

---45-2-*14445£400,000 - £499,999
-%-%-%10%-%2%-%*%3%2%2%

acde

--68--3-*36568£500,000 - £749,999
-%-%58%-%-%4%-%2%5%3%3%

abded

--48--2**24648£750,000 - £999,999
-%-%42%-%-%3%1%1%4%2%2%

abdec

-50---6-164450£1,000,000 - £1,499,999
-%100%-%-%-%8%-%3%11%2%2%

abceacdacd

10----3**3610£1,500,000 - £1,999,999
20%-%-%-%-%4%1%1%6%*%*%

abcdacac

24----6*241824£2,000,000 - £4,999,999
49%-%-%-%-%7%1%11%7%1%1%

abcdadadad

14----6222914£5,000,000 +
30%-%-%-%-%7%14%11%4%*%1%

abcdababeaba

-----4381224530573Don't know / not sure
-%-%-%-%-%54%74%65%46%28%29%

ababeabea

-----2**26164Refused
-%-%-%-%-%3%2%2%4%3%3%

---2086923**2897900Net:<£200,000
-%-%-%45%100%4%4%2%4%47%45%

cdebcdebcde

Net: £200,000 - <£500
---249-5**4244249,000
-%-%-%55%-%6%3%2%9%13%12%

acdeccdbcde
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Net: £500,000 - <£1,000
--116--5**5111116,000
-%-%100%-%-%6%1%2%9%6%6%

abdecdacdd

Net: £1,000,000 - <£2
1050---10*195060,000,000
20%100%-%-%-%12%1%4%17%3%3%

abcabceacdacde

38----112462738Net: >£2,000,000
80%-%-%-%-%14%15%22%11%1%2%

abcdaaabea
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

142118349292453552713554150402Up to £49,999
16%22%18%20%18%15%27%17%17%19%19%36%23%20%

cefhjkmacdefhij

klm

11161125224193153195441442289£50,000 - £99,999
12%16%11%15%15%12%15%16%12%8%15%12%19%14%

kkkm

8121217618201737244251219208£100,000 - £199,999
10%12%12%10%11%12%8%11%15%5%9%10%8%10%

c

746125131612333824213142£200,000 - £299,999
8%4%6%7%8%10%6%10%2%13%8%2%6%7%

bebebebelbelbelbe

442525-71235108362£300,000 - £399,999
4%4%2%3%3%-%4%4%2%7%3%7%2%3%

hhhhhhahhahk

1323911*444245645£400,000 - £499,999
1%3%2%2%7%*%2%1%2%3%1%4%3%2%

hcfghjkmh

222611851654104768£500,000 - £749,999
3%3%2%4%1%5%2%5%3%6%3%3%3%3%

iii

1244256284*63948£750,000 - £999,999
1%2%4%2%3%4%1%2%2%*%2%3%4%2%

2224456583193550£1,000,000 - £1,499,999
2%2%2%3%3%4%2%3%2%1%3%3%2%2%

*217**122-**210£1,500,000 - £1,999,999
*%2%1%*%*%*%*%1%1%-%*%*%1%*%

cjm

21*2122223*91*24£2,000,000 - £4,999,999
2%1%*%1%1%1%1%1%2%*%3%1%*%1%

akafjkl

1*11341*4*11*214£5,000,000 +
1%*%1%1%2%*%*%1%*%1%*%*%1%1%

312536481446155775722912152573Don't know / not sure
35%26%35%28%27%37%28%24%35%34%31%18%24%29%

abfjlabfjlbabfjlabflbb

44551416138*10*1064Refused
4%4%5%3%2%1%3%4%5%*%3%*%5%3%

hhhhh

3449417767264101145712212467111900Net:<£200,000
38%50%40%45%43%39%51%45%44%33%42%58%50%45%

dhkmmdhkmdhkmcdefhijk

m

Net: £200,000 - <£500
111111216291623491015371423249,000
13%11%10%13%18%10%12%15%6%23%12%13%10%12%

eeehkeaceghjkle
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Net: £500,000 - <£1,000
3461036147249417716116,000
4%4%6%6%4%8%3%7%6%6%6%6%7%6%

Net: £1,000,000 - <£2
24351565105193660,000,000
3%4%2%3%3%4%3%3%3%1%3%3%3%3%

31133532631102238Net: >£2,000,000
3%1%1%2%3%2%1%2%2%2%3%2%1%2%

kkk
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

3436893310182231410130102912402Up to £49,999
16%21%21%20%24%17%25%17%16%22%16%30%20%

bdegbdeg

1227771219119141375188395289£50,000 - £99,999
6%15%16%14%16%10%23%13%9%18%22%13%14%

bdgdegdegh

16192481607328154244159208£100,000 - £199,999
8%11%11%10%10%20%2%9%12%9%8%23%10%

fbcdefhfffbcdefh

71352311945944517615*142£200,000 - £299,999
4%8%5%8%6%7%7%8%9%13%9%1%7%

bbah

4581745183*25626262£300,000 - £399,999
2%3%4%3%2%2%1%4%3%5%3%4%3%

h

*4514311224183-6*45£400,000 - £499,999
*%3%3%2%2%2%7%3%2%-%3%*%2%

bcdghh

11571949234*2412*4168£500,000 - £749,999
5%3%4%3%3%3%1%4%6%1%2%3%3%

abfh

2461138121*161216-48£750,000 - £999,999
1%3%2%2%2%1%*%3%6%3%3%-%2%

efgh

545113972427623*50£1,000,000 - £1,499,999
3%2%2%3%1%1%7%5%3%4%2%*%2%

abghbhhh

-102721*33*1-10£1,500,000 - £1,999,999
-%1%1%*%*%*%*%*%2%*%1%-%*%

h

22171764-93*2-24£2,000,000 - £4,999,999
1%1%1%1%1%3%-%1%1%1%1%-%1%

h

2134102**5412*14£5,000,000 +
1%1%1%1%*%*%*%1%2%2%1%1%1%

h

10546911845623547161644611477573Don't know / not sure
51%26%26%29%31%33%29%28%24%23%27%19%29%

adad

4591450213*2311*4264Refused
2%3%3%3%3%2%*%4%6%*%2%5%3%

bfh

62837211688374652822972238225900Net:<£200,000
30%47%47%44%49%46%49%39%37%49%47%66%45%

bdedebdefgh
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Net: £200,000 - <£500
12237541957514889268262249,000

6%13%12%13%10%10%14%15%13%17%15%6%12%

bhh

Net: £500,000 - <£1,000
131033086355*4124291116,000

6%6%7%6%5%4%1%7%12%4%5%3%6%

fabefgh

Net: £1,000,000 - <£2
554144693429924*60,000,000
3%3%3%3%1%2%7%5%5%4%2%*%3%

abghhhh

434112784*14614*38Net: >£2,000,000
2%2%2%2%1%3%*%2%3%3%2%1%2%

hh
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

824526756346402Up to £49,999
19%15%21%45%18%20%

ba

553919314275289£50,000 - £99,999
13%13%16%11%15%14%

37431257201208£100,000 - £199,999
9%15%10%6%11%10%

ac

3513935137142£200,000 - £299,999
8%5%8%4%7%7%

bb

15103616162£300,000 - £399,999
3%4%3%*%3%3%

1172724345£400,000 - £499,999
3%2%2%2%2%2%

101640-6868£500,000 - £749,999
2%6%3%-%4%3%

acb

1093024748£750,000 - £999,999
2%3%2%1%2%2%

9931-5050£1,000,000 - £1,499,999
2%3%2%-%3%2%

316-1010£1,500,000 - £1,999,999
1%*%1%-%1%*%

4812*2424£2,000,000 - £4,999,999
1%3%1%*%1%1%

ac

437-1414£5,000,000 +
1%1%1%-%1%1%

1417733934539573Don't know / not sure
33%27%27%27%29%29%

ab

1883855964Refused
4%3%3%4%3%3%

17412758578822900Net:<£200,000
40%44%47%62%44%45%

ca

Net: £200,000 - <£500
61311577242249,000
14%11%13%6%13%12%

b

Net: £500,000 - <£1,000
2025702115116,000

5%9%6%1%6%6%

acb
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Net: £1,000,000 - <£2
121037-6060,000,000

3%4%3%-%3%3%

b

81219*3838Net: >£2,000,000
2%4%1%*%2%2%

ac
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

351122551401-----134367402Up to £49,999
12%14%28%3%20%-%-%-%-%-%4%13%22%20%

bcbcjcjbcj

351021522288-----233255289£50,000 - £99,999
11%13%17%4%15%-%-%-%-%-%5%12%15%14%

bccjjcj

3585876201-----629173208£100,000 - £199,999
12%11%10%17%10%-%-%-%-%-%21%11%10%10%

abi

2051714138----*416122142£200,000 - £299,999
6%6%8%11%7%-%-%-%-%10%12%6%7%7%

163213260--*2--144562£300,000 - £399,999
5%4%1%5%3%-%-%18%68%-%-%5%3%3%

aaai

132111243-----2113245£400,000 - £499,999
4%3%1%6%2%-%-%-%-%-%7%4%2%2%

aaaaiai

212620*68-----*214768£500,000 - £749,999
7%3%2%*%3%-%-%-%-%-%*%8%3%3%

abacij

92415246----2*73948£750,000 - £999,999
3%3%2%6%2%-%-%-%-%40%1%3%2%2%

a

112019149--*-*1103950£1,000,000 - £1,499,999
4%3%2%2%2%-%-%41%-%2%2%4%2%2%

253*10-----*2810£1,500,000 - £1,999,999
1%1%*%1%*%-%-%-%-%-%1%1%*%*%

9122123---**191424£2,000,000 - £4,999,999
3%2%*%2%1%-%-%-%9%2%2%3%1%1%

abaai

77*114---***6714£5,000,000 +
2%1%*%2%1%-%-%-%10%3%1%2%*%1%

abaai

8026722613560*-**21167493573Don't know / not sure
26%34%25%35%29%100%-%41%9%42%35%25%29%29%

ac

102430361---*-375464Refused
3%3%3%7%3%-%-%-%4%-%9%3%3%3%

abiabi

1053004959891-----996794900Net:<£200,000
34%38%55%24%45%-%-%-%-%-%30%36%47%45%

bcbcjjbcj

Net: £200,000 - <£500
49104958241--*2*641200249,000
16%13%11%21%12%-%-%18%68%10%19%15%12%12%

aaia
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Net: £500,000 - <£1,000
3151352114----2*2886116,000
10%6%4%6%6%-%-%-%-%40%1%11%5%6%

abaaci

Net: £1,000,000 - <£2
132521159--*-*1124760,000,000

4%3%2%3%3%-%-%41%-%2%3%4%3%3%

a

17202236---1*1152238Net: >£2,000,000
5%2%*%4%2%-%-%-%19%6%3%6%1%2%

abaaai
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

---53319920967100209105167402Up to £49,999
-%-%-%28%10%5%18%18%15%16%17%15%15%20%

bb

---225149176548315893142289£50,000 - £99,999
-%-%-%11%7%9%13%15%12%14%13%13%13%14%

--14331351345571146103130208£100,000 - £199,999
-%-%38%24%12%5%12%11%13%12%12%15%12%10%

bbf

--1--976823048864878142£200,000 - £299,999
-%-%48%-%-%17%7%7%7%8%7%7%7%7%

acd

-*--223647172840223762£300,000 - £399,999
-%3%-%-%7%4%3%4%4%5%3%3%3%3%

---*-2193511822102245£400,000 - £499,999
-%-%-%2%-%4%2%3%3%1%2%1%2%2%

abcd

-2--214245262547254468£500,000 - £749,999
-%50%-%-%8%3%4%4%6%4%4%4%4%3%

bcf

--*-**3131141431192948£750,000 - £999,999
-%-%3%-%*%1%3%3%3%2%3%3%3%2%

-*-*513037151737203450£1,000,000 - £1,499,999
-%3%-%2%17%3%3%3%3%3%3%3%3%2%

abd

--**2*793595910£1,500,000 - £1,999,999
-%-%2%2%6%*%1%1%1%1%1%1%1%*%

ab

---2*1131910916111624£2,000,000 - £4,999,999
-%-%-%11%2%2%1%2%2%2%1%2%1%1%

ab

---***1114651291214£5,000,000 +
-%-%-%2%1%1%1%1%1%1%1%1%1%1%

*2*3821319316110172353209317573Don't know / not sure
100%45%5%19%30%39%29%27%25%28%29%30%29%29%

ad

--*-*44836162452255064Refused
-%-%3%-%1%8%4%3%4%4%4%4%5%3%

f

--111811483519175253513301440900Net:<£200,000
-%-%38%62%29%20%43%44%40%42%42%43%40%45%

abcb

Net: £200,000 - <£500
-*1*213130165588514880137249,000
-%3%48%2%7%25%12%14%13%14%12%11%13%12%

acd
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Net: £500,000 - <£1,000
-2*-2272754039784473116,000
-%50%3%-%8%3%6%6%9%6%6%6%7%6%

abcdf

Net: £1,000,000 - <£2
-**1623746182246254360,000,000
-%3%2%4%23%3%3%4%4%4%4%4%4%3%

abd

---2112432161428192838Net: >£2,000,000
-%-%-%13%3%3%2%3%4%2%2%3%3%2%

ab
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

3113057108-----*396402Up to £49,999
29%6%11%19%24%-%-%-%-%-%7%29%16%20%

dcdcd

-13454060----21-80289£50,000 - £99,999
-%7%16%13%13%-%-%-%-%34%14%-%14%14%

ddd

-30223757-----3167208£100,000 - £199,999
-%17%8%12%13%-%-%-%-%-%41%11%11%10%

ccc

-15191834------147142£200,000 - £299,999
-%9%7%6%8%-%-%-%-%-%-%14%8%7%

-71859-------2862£300,000 - £399,999
-%4%6%2%2%-%-%-%-%-%-%-%5%3%

bab

-4827----*--845£400,000 - £499,999
-%2%3%1%2%-%-%-%-%1%-%-%1%2%

b

-6111516------22468£500,000 - £749,999
-%3%4%5%3%-%-%-%-%-%-%19%4%3%

-77134-----*-1348£750,000 - £999,999
-%4%2%4%1%-%-%-%-%-%2%-%2%2%

aa

4512412*-*--*-1750£1,000,000 - £1,499,999
33%3%4%1%3%44%-%56%-%-%1%-%3%2%

b

-1431-------510£1,500,000 - £1,999,999
-%1%1%1%*%-%-%-%-%-%-%-%1%*%

a

*3553-----**924£2,000,000 - £4,999,999
2%2%2%2%1%-%-%-%-%-%3%1%2%1%

-4431-----**414£5,000,000 +
-%2%2%1%*%-%-%-%-%-%2%3%1%1%

aa

3668578120*-*-222165573Don't know / not sure
31%37%30%26%27%34%-%44%-%35%30%24%28%29%

abc

14141718*--*2-*2264Refused
5%2%5%6%4%22%-%-%100%31%-%*%4%3%

dd

35497134224----244243900Net:<£200,000
29%31%34%45%50%-%-%-%-%34%62%39%42%45%

cdcd

Net: £200,000 - <£500
-26442651----*-183249,000
-%15%16%9%11%-%-%-%-%1%-%14%14%12%

bb
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Net: £500,000 - <£1,000
-13182820-----*237116,000
-%7%6%9%4%-%-%-%-%-%2%19%6%6%

a

Net: £1,000,000 - <£2
4616812*-*--*-2260,000,000

33%3%6%3%3%44%-%56%-%-%1%-%4%3%

ab

*7984-----**1438Net: >£2,000,000
2%4%3%3%1%-%-%-%-%-%5%4%2%2%

aaa
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

5204383652476918272043402Up to £49,999
9%18%15%21%14%29%17%21%9%16%14%21%20%

bcd

11572726213367-13192327289£50,000 - £99,999
2%13%11%15%8%11%16%-%16%11%17%13%14%

bc

31431819017-53-11192021208£100,000 - £199,999
5%12%7%11%10%-%13%-%13%11%14%10%10%

bbb

4832411817230-621913142£200,000 - £299,999
7%7%10%7%10%7%7%-%7%12%6%6%7%

a

-4010516220-7441462£300,000 - £399,999
-%3%4%3%4%10%5%-%8%2%3%7%3%

bcc

1209372-6*42*245£400,000 - £499,999
2%2%3%2%1%-%1%6%4%1%*%1%2%

abc

44415535317-2710668£500,000 - £749,999
7%4%6%3%3%11%4%-%2%4%7%3%3%

aac

2297411211*236348£750,000 - £999,999
4%2%3%2%1%8%3%10%2%1%4%1%2%

c

23584251111*81750£1,000,000 - £1,499,999
3%3%3%2%3%5%3%11%*%5%1%4%2%

bd

*9192-3**12210£1,500,000 - £1,999,999
*%1%*%1%1%-%1%2%*%*%2%1%*%

1156178*1*121624£2,000,000 - £4,999,999
2%1%2%1%5%1%*%1%1%1%1%3%1%

aa

*113123*1*112114£5,000,000 +
1%1%1%1%2%1%*%7%1%*%2%1%1%

a

2732778495584108227503457573Don't know / not sure
50%28%31%28%34%15%26%42%32%30%24%27%29%

aab

44911518115-477664Refused
7%4%4%3%5%2%4%-%5%4%5%3%3%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

9504838175410189132656491900Net:<£200,000
16%43%32%47%32%40%46%21%37%39%46%44%45%

bbc

Net: £200,000 - <£500
51424320626455*17261329249,000
9%12%17%12%15%16%13%6%20%15%10%14%12%

ab

Net: £500,000 - <£1,000
67223946528*410159116,000

11%6%9%5%4%19%7%10%4%6%11%5%6%

aacad

Net: £1,000,000 - <£2
24485171141*93960,000,000
3%4%3%3%4%5%3%13%*%5%2%5%3%

dd

22792912*2*133738Net: >£2,000,000
3%2%3%2%7%2%1%8%1%2%2%3%2%

aa
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-131594228721241613402Up to £49,999
-%10%16%12%13%18%6%14%12%21%20%

cb

-15129572954225185289£50,000 - £99,999
-%13%13%17%14%13%10%14%13%9%14%

b

-20121471655*221010208£100,000 - £199,999
-%16%12%14%8%14%3%12%7%16%10%

bb

-10772019303151211142£200,000 - £299,999
-%8%8%6%9%7%19%9%9%18%7%

b

-6341712161129362£300,000 - £399,999
-%5%3%5%6%4%6%7%7%5%3%

-*19635*12-45£400,000 - £499,999
-%*%2%2%2%1%*%*%2%-%2%

-541141510-1211168£500,000 - £749,999
-%4%4%4%7%2%-%7%8%1%3%

aa

-329777*85348£750,000 - £999,999
-%2%3%2%3%2%1%4%3%4%2%

-52911711*77150£1,000,000 - £1,499,999
-%4%3%3%3%3%1%4%5%2%2%

-18214111*10£1,500,000 - £1,999,999
-%1%1%1%*%1%3%*%*%*%*%

-214754213*24£2,000,000 - £4,999,999
-%2%1%2%3%1%9%1%2%*%1%

a

-411532*52*14£5,000,000 +
-%3%1%2%1%1%1%3%2%*%1%

b

-3429193551178383612573Don't know / not sure
-%28%29%28%27%29%42%22%26%19%29%

a

254611816-65264Refused
100%4%5%3%4%4%-%4%4%3%3%

-48410146721814704428900Net:<£200,000
-%39%41%43%35%45%19%40%32%46%45%

bbb

Net: £200,000 - <£500
-161294334515282314249,000
-%13%13%13%16%13%24%16%17%23%12%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Net: £500,000 - <£1,000
-870212217*20164116,000
-%6%7%6%11%4%1%11%12%6%6%

a

Net: £1,000,000 - <£2
-63813715187160,000,000
-%5%4%4%4%4%4%5%5%2%3%

-6261287266138Net: >£2,000,000
-%5%3%4%4%2%10%4%4%1%2%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-117152781001622176655-148442402Up to £49,999
-%17%17%17%15%16%39%14%18%14%-%16%14%15%20%

-9912660911422205656-87839289£50,000 - £99,999
-%14%14%13%14%14%39%17%15%14%-%9%13%14%14%

-6412258100129-134742-129245208£100,000 - £199,999
-%9%13%13%15%12%-%10%13%11%-%13%15%16%10%

b

16259344474-83430-84717142£200,000 - £299,999
19%9%7%8%7%7%-%6%9%8%-%9%8%6%7%

a

-2630202237*41522-418862£300,000 - £399,999
-%4%3%4%3%4%11%4%4%5%-%5%3%3%3%

-121851020-366-*9245£400,000 - £499,999
-%2%2%1%1%2%-%2%2%2%-%*%1%1%2%

-2832152241-101321-5221168£500,000 - £749,999
-%4%3%3%3%4%-%8%3%5%-%6%4%4%3%

b

1201871928-279-218548£750,000 - £999,999
20%3%2%2%3%3%-%2%2%2%-%3%3%2%2%

12330112033*3813-4161050£1,000,000 - £1,499,999
10%3%3%3%3%3%2%3%2%3%-%4%3%4%2%

-68259**24-14110£1,500,000 - £1,999,999
-%1%1%1%1%1%6%*%1%1%-%2%1%*%*%

*91361016-275-19324£2,000,000 - £4,999,999
3%1%1%1%2%2%-%1%2%1%-%1%1%1%1%

-792811-224-28514£5,000,000 +
-%1%1%*%1%1%-%2%1%1%-%2%1%2%1%

3196253134190296*3397109-2718077573Don't know / not sure
48%28%28%30%29%28%3%27%26%28%-%29%30%28%29%

-2336162446-31219-1181264Refused
-%3%4%4%4%4%-%3%3%5%-%1%3%4%3%

-279400196292432350168153-35253126900Net:<£200,000
-%40%44%44%44%41%78%42%45%39%-%39%42%45%45%

a

Net: £200,000 - <£500
11001075876131*155558-127427249,000

19%14%12%13%11%13%11%12%15%15%-%13%12%10%12%

Net: £500,000 - <£1,000
14850214169-122030-84016116,000

20%7%6%5%6%7%-%10%5%7%-%9%7%6%6%

b
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Net: £1,000,000 - <£2
12938142542*41017-5201160,000,000

10%4%4%3%4%4%8%3%3%4%-%6%3%4%3%

*162381927-499-217838Net: >£2,000,000
3%2%2%2%3%3%-%3%2%2%-%3%3%3%2%
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C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

424311514676363547402Up to £49,999
37%8%24%9%17%17%13%8%13%17%16%20%

dd

-*24951191112432943289£50,000 - £99,999
-%2%10%12%14%14%21%16%16%14%15%14%

-2277512079332240208£100,000 - £199,999
-%10%14%18%11%14%14%12%12%11%14%10%

b

16-1596057261931142£200,000 - £299,999
7%33%-%3%9%7%10%9%10%9%11%7%

212120294417121362£300,000 - £399,999
14%6%12%3%3%3%8%5%6%6%5%3%

*---1115**43145£400,000 - £499,999
*%-%-%-%2%2%*%1%1%1%*%2%

*2322827251261068£500,000 - £749,999
4%10%22%7%4%3%4%7%4%3%3%3%

*2-318201142748£750,000 - £999,999
1%10%-%8%3%2%2%1%2%1%2%2%

*-*4222413771050£1,000,000 - £1,499,999
2%-%2%11%3%3%2%4%2%4%3%2%

---*68**31310£1,500,000 - £1,999,999
-%-%-%*%1%1%*%*%1%*%1%*%

-**1911**34524£2,000,000 - £4,999,999
-%1%2%4%1%1%*%*%1%2%2%1%

---*79**11214£5,000,000 +
-%-%-%1%1%1%1%1%1%1%1%1%

42261992381224745670573Don't know / not sure
34%10%15%16%29%28%24%32%27%28%24%29%

-2-32333*2107964Refused
-%11%-%7%3%4%*%3%4%3%3%3%

44814286386252811386130900Net:<£200,000
37%20%47%40%42%45%48%37%41%42%45%45%

Net: £200,000 - <£500
272291104912473346249,000

21%38%12%6%13%12%18%15%17%16%16%12%

Net: £500,000 - <£1,000
143546473617817116,000
5%20%22%15%7%5%6%8%6%4%6%6%

Net: £1,000,000 - <£2
*-*4293213981260,000,000
2%-%2%11%4%4%3%4%3%4%4%3%
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

-**216201145738Net: >£2,000,000
-%1%2%5%2%2%1%1%1%3%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 2  (continuation)                                                                                                                                                      Page 38

C2a. What is the approximate annual turnover of your whole organisation in the UK?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

3165716303173332189377248322218312402Up to £49,999
20%22%30%19%22%18%19%18%20%18%18%17%18%20%

ab

242316239-46255155279202250194246289£50,000 - £99,999
15%12%12%15%-%12%14%15%15%14%14%15%14%14%

157423171-50182132198156190153188208£100,000 - £199,999
10%16%6%11%-%13%10%13%10%11%11%12%11%10%

bb

11314-1182261276414010612489122142£200,000 - £299,999
7%6%-%8%36%7%7%6%7%8%7%7%7%7%

b

4414*47-225939614957485762£300,000 - £399,999
3%5%1%3%-%6%3%4%3%3%3%4%3%3%

bb

324-30-104530453743324345£400,000 - £499,999
2%2%-%2%-%3%3%3%2%3%2%2%2%2%

4912354-166446676064506368£500,000 - £749,999
3%5%6%3%-%4%4%4%3%4%4%4%4%3%

369433*93522473034283448£750,000 - £999,999
2%4%8%2%3%2%2%2%2%2%2%2%2%2%

a

399243-84835494545414550£1,000,000 - £1,499,999
2%3%4%3%-%2%3%3%3%3%3%3%3%2%

81-8-21051081081010£1,500,000 - £1,999,999
1%*%-%*%-%*%1%*%1%1%1%1%1%*%

172*17-92318242024192424£2,000,000 - £4,999,999
1%1%*%1%-%2%1%2%1%1%1%1%1%1%

131*13-4149141014121414£5,000,000 +
1%*%1%1%-%1%1%1%1%1%1%1%1%1%

46055134472112515284545391515378507573Don't know / not sure
29%21%25%29%38%28%29%27%28%28%29%29%29%29%

a

525544-65529624760415964Refused
3%2%8%3%-%2%3%3%3%3%3%3%3%3%

ac

716130257121169770476855606763565745900Net:<£200,000
45%51%48%45%22%43%44%45%45%43%44%43%43%45%

Net: £200,000 - <£500
18933*195258231133247193224169222249,000

12%13%1%12%36%15%13%13%13%14%13%13%13%12%

b
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Net: £500,000 - <£1,000
8522787*25996911491987997116,000

5%8%13%6%3%6%6%6%6%6%6%6%6%6%

ba

Net: £1,000,000 - <£2
4810251-105740595455495560,000,000

3%4%4%3%-%3%3%4%3%4%3%4%3%3%

313*31-133727383038313838Net: >£2,000,000
2%1%1%2%-%3%2%3%2%2%2%2%2%2%
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

217185317226265311266711466402Up to £49,999
24%17%20%22%24%20%21%14%19%12%29%18%20%

aaa

14714224016324421028458-47289£50,000 - £99,999
16%13%15%16%13%14%14%14%13%9%-%13%14%

a

7313417292638154163110-39208£100,000 - £199,999
8%12%11%9%10%12%10%8%9%12%-%10%10%

b

65771095281811112378-39142£200,000 - £299,999
7%7%7%5%11%6%8%6%10%9%-%10%7%

c

22405011184311172-1962£300,000 - £399,999
2%4%3%1%4%3%3%6%5%2%-%5%3%

bc

19273925632782*945£400,000 - £499,999
2%2%2%2%2%2%2%4%2%3%2%2%2%

26425621014421114621468£500,000 - £749,999
3%4%3%2%4%5%3%6%4%7%15%4%3%

b

14343919835593*1248£750,000 - £999,999
2%3%2%1%3%3%2%3%3%3%2%3%2%

b

17334044933746-650£1,000,000 - £1,499,999
2%3%2%4%1%3%2%4%1%7%-%2%2%

b

458*118*2**210£1,500,000 - £1,999,999
*%*%1%1%*%*%1%*%*%*%1%*%*%

6171734517162-424£2,000,000 - £4,999,999
1%2%1%3%2%2%1%1%2%3%-%1%1%

b

77112158252*714£5,000,000 +
1%1%1%2%*%1%1%1%1%3%1%2%1%

b

2713034802854834275795256100573Don't know / not sure
30%28%30%29%21%26%29%29%27%29%51%27%29%

a

18454731214418122-1364Refused
2%4%3%3%5%4%3%4%3%2%-%3%3%

b

4384627294612014867570143284152900Net:<£200,000
48%42%45%47%47%46%46%36%41%33%29%40%45%

aaa
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Net: £200,000 - <£500
10514419784433186306212*66249,000

12%13%12%8%17%10%13%16%17%14%2%18%12%

bcc

Net: £500,000 - <£1,000
417695318237717239226116,000

4%7%6%3%7%7%5%9%7%10%17%7%6%

bb

Net: £1,000,000 - <£2
213849551041856*860,000,000

2%4%3%5%2%3%3%4%2%7%1%2%3%

b

1325285510253115*1138Net: >£2,000,000
1%2%2%5%2%3%2%1%3%6%1%3%2%

c
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

16520651445712422402Up to £49,999
22%34%18%14%11%17%20%10%20%17%22%15%20%

ab

1312311715211516125289£50,000 - £99,999
17%9%20%24%15%18%12%22%14%22%8%16%14%

b

811465102748*20208£100,000 - £199,999
11%8%12%13%10%12%11%13%10%11%1%13%10%

bbb

4392864445113142£200,000 - £299,999
6%22%8%5%16%7%20%9%12%8%6%9%7%

abdcac

3*2*13-1112562£300,000 - £399,999
4%1%2%1%3%4%-%2%3%1%12%3%3%

acd

2-3*1******345£400,000 - £499,999
3%-%3%*%2%*%*%1%*%1%1%2%2%

3*4*24-2*2*668£500,000 - £749,999
4%*%4%1%5%5%-%3%1%2%*%4%3%

2*2112*1*2*448£750,000 - £999,999
3%2%2%1%3%3%2%3%*%2%2%2%2%

3*2**1*111*350£1,000,000 - £1,499,999
5%2%1%1%*%1%*%1%3%1%1%2%2%

b

*-*12******210£1,500,000 - £1,999,999
1%-%*%3%3%1%*%*%*%*%1%1%*%

b

**2111***1*224£2,000,000 - £4,999,999
*%1%2%3%1%2%1%1%1%1%*%1%1%

**2*11*1*11214£5,000,000 +
*%*%2%1%3%1%1%1%*%1%6%1%1%

acd

153241413207171122739573Don't know / not sure
20%20%21%29%26%24%32%34%31%32%41%26%29%

a

2*6214**1*-664Refused
2%*%5%5%1%5%*%*%4%*%-%4%3%

acc

378562418389221535567900Net:<£200,000
51%51%50%50%36%47%43%45%44%50%30%44%45%

bb

Net: £200,000 - <£500
1031431194657321249,000
13%23%13%6%21%12%20%11%14%10%19%14%12%

aaac
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Net: £500,000 - <£1,000
6*6147*3*3*9116,000
8%3%6%2%8%8%2%6%1%4%2%6%6%

a

Net: £1,000,000 - <£2
4*2221*111*560,000,000
5%2%2%4%3%2%1%2%3%2%1%3%3%

**4222*1111438Net: >£2,000,000
*%1%3%4%4%3%2%2%2%2%6%3%2%

d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

255647413917252552102344402Up to £49,999
19%30%25%19%27%11%22%20%20%17%15%15%20%

gabdegilabggabgggg

29262239131716205082129289£50,000 - £99,999
22%14%12%19%9%11%14%16%19%14%14%10%14%

aghjaghaghj

8161126232314113071621208£100,000 - £199,999
6%9%6%12%17%15%12%9%12%13%11%7%10%

jajklajljaj

1016819911413194921142£200,000 - £299,999
8%9%4%9%6%7%3%11%7%6%6%7%7%

ffjfj

329667326251062£300,000 - £399,999
2%1%5%3%4%4%3%2%2%4%3%4%3%

dk

324345-85-4845£400,000 - £499,999
2%1%2%2%3%3%-%6%2%-%2%3%2%

ffdfijkf

444561152828968£500,000 - £749,999
3%2%2%2%4%7%4%2%3%3%5%3%3%

adeijk

*-91134*65-2848£750,000 - £999,999
*%-%5%5%2%3%*%5%2%-%2%3%2%

dfkldfklkdfklk

347463317-4950£1,000,000 - £1,499,999
2%2%4%2%4%2%3%1%3%-%3%3%2%

*212*---2-*110£1,500,000 - £1,999,999
*%1%1%1%*%-%-%-%1%-%*%*%*%

342*31113-2324£2,000,000 - £4,999,999
3%2%1%*%2%*%1%1%1%-%1%1%1%

i

1214-1112-1114£5,000,000 +
1%1%*%2%-%1%1%1%1%-%*%*%1%

3949564026493627602452116573Don't know / not sure
30%27%30%19%18%33%31%22%23%42%34%40%29%

hihidehidhidehidehidefhijkl

3*79338610*7864Refused
2%*%4%4%2%2%7%5%4%1%5%3%3%

kkagkkkk

62987910675575556133256095900Net:<£200,000
47%54%43%51%53%38%47%45%51%44%39%33%45%

aabgjaabgabgaaabgj

Net: £200,000 - <£500
1520212919227233061739249,000
12%11%11%14%14%15%6%19%12%10%11%14%12%

fffdfjff
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Net: £500,000 - <£1,000
441316915581321117116,000
3%2%7%8%7%10%5%7%5%3%7%6%6%

kkdklkk

Net: £1,000,000 - <£2
369563319-51060,000,000
2%3%5%3%4%2%3%1%3%-%3%4%3%

ee

463431226-2438Net: >£2,000,000
3%3%2%2%2%1%2%2%2%-%1%1%2%
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

1289610276402Up to £49,999
26%19%20%15%20%

abca

77698658289£50,000 - £99,999
15%14%17%12%14%

a

35725645208£100,000 - £199,999
7%14%11%9%10%

add

34393633142£200,000 - £299,999
7%8%7%7%7%

1419121762£300,000 - £399,999
3%4%2%3%3%

912131245£400,000 - £499,999
2%2%3%2%2%

1123151968£500,000 - £749,999
2%5%3%4%3%

d

917121048£750,000 - £999,999
2%3%2%2%2%

1412111350£1,000,000 - £1,499,999
3%2%2%3%2%

322210£1,500,000 - £1,999,999
1%*%*%*%*%

1036524£2,000,000 - £4,999,999
2%1%1%1%1%

454114£5,000,000 +
1%1%1%*%1%

143115123192573Don't know / not sure
29%23%25%38%29%

cbcd

1015231664Refused
2%3%5%3%3%

d

239237243180900Net:<£200,000
48%47%49%36%45%

aaa

Net: £200,000 - <£500
56706062249,000
11%14%12%12%12%

Net: £500,000 - <£1,000
20402729116,000

4%8%5%6%6%

bd

Net: £1,000,000 - <£2
1714131560,000,000

3%3%3%3%3%
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

14810638Net: >£2,000,000
3%2%2%1%2%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

441532737124169176East of England
9%7%13%7%11%8%9%8%8%9%9%

bb

351031615*14133138East Midlands
7%10%8%7%9%7%3%8%7%7%7%

9717641108125299307Greater London
20%14%14%14%16%9%8%10%9%16%15%

bde

*12232341137378North East
1%2%2%5%3%5%7%4%5%4%4%

e

63938539125173182North West
14%5%7%8%8%11%12%13%10%9%9%

ad

7823841058115315323South East
14%17%19%18%15%10%13%8%10%16%16%

bce

35743874113206211South West
5%9%6%9%13%5%6%5%5%11%11%

cebce

371542418125158166West Midlands
5%14%13%9%6%10%12%8%10%8%8%

aeaea

65536477124134141Yorkshire and The Humber
12%9%4%8%7%9%8%9%9%7%7%

ac

126232871159298Scotland
3%3%5%5%4%9%7%7%9%5%5%

aa

324213861148995Wales
6%5%4%5%5%8%8%6%8%5%5%

aa

323202571247986Northern Ireland
5%4%3%4%4%9%7%12%8%4%4%

aaa

4144102393600608143816601720Net: England
86%88%88%86%87%75%77%75%75%86%86%

bcde

126232871159298Net: Scotland
3%3%5%5%4%9%7%7%9%5%5%

aa

324213861148995Net: Wales
6%5%4%5%5%8%8%6%8%5%5%

aa

323202571247986Net: Northern Ireland
5%4%3%4%4%9%7%12%8%4%4%

aaa
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

1--175-2132--66128176East of England
1%-%-%10%-%1%1%10%-%-%2%5%58%9%

cdeghikcdeghiklmklegiklmbcdefgh

lmijklm

--113778-8*--9024138East Midlands
-%-%1%8%4%5%-%2%*%-%-%79%11%7%

cegklmcdefgklcegklmcglmcdefghiacdefghi

mjklmklm

--*306-3-48-*25222307Greater London
-%-%*%18%-%2%-%15%-%*%85%1%1%15%

abdeghiklmabdeghiklmlmabdefgh

klmijklm

*-27517*-274224378North East
*%-%2%4%10%*%-%1%4%65%1%3%1%4%

lacefghjklacfghklcfghlmabcefghijkfghlm

mmlm

1*-1805111152155*-182North West
1%1%-%11%3%1%1%*%94%22%2%*%-%9%

afklabcfghiabcdfghijkkabcfghijkl

klmlmm

**13213-11216*128260323South East
*%*%1%19%2%-%5%67%*%2%9%2%27%16%

lmbcdeghiehklmabcdeghijkbdehiklbcdeghi

klmlmmjklm

-3-207-318414--4-3211South West
-%4%-%12%-%2%92%4%-%-%1%-%1%11%

eikmabcdefhkmbceikmabcdefhijkkk
iklmlm

-2-164-14713-2-11*166West Midlands
-%2%-%10%-%89%1%1%-%3%-%10%*%8%

ckmacefgikabcdefgiaceikmacefgikl

lmjklmm

---141134-2--51--141Yorkshire and The Humber
-%-%-%8%81%-%1%-%-%7%*%-%-%7%

abcdefghjabcefghabcefghklm

klmklm

-*98----------98Scotland
-%*%96%-%-%-%-%-%-%-%-%-%-%5%

abcdefgh

ijlm

-92-4-1--21--*95Wales
-%94%-%*%-%1%-%-%1%1%-%-%*%5%

abcdefghijfjk

km

86------------86Northern Ireland
97%-%-%-%-%-%-%-%-%-%-%-%-%4%

abcdefgh

ijkl

2641708165163200324159652981142201720Net: England
3%6%4%100%100%99%100%100%99%99%100%100%100%86%

eklmklmklmklmeklmklmklmklmklmklm
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

-*98----------98Net: Scotland
-%*%96%-%-%-%-%-%-%-%-%-%-%5%

abcdefgh

ijlm

-92-4-1--21--*95Net: Wales
-%94%-%*%-%1%-%-%1%1%-%-%*%5%

abcdefghijfjk

km

86------------86Net: Northern Ireland
97%-%-%-%-%-%-%-%-%-%-%-%-%4%

abcdefgh

ijkl
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

16161531237512444153203176East of England
8%9%12%8%10%8%7%7%8%6%12%9%9%

a

813049893712*51242111138East Midlands
4%7%11%6%5%8%1%9%12%5%6%3%7%

baffhabfh

39268-30716328555227242307Greater London
19%15%-%20%22%20%8%9%11%16%14%5%15%

babdefadef

96917602964179210178North East
4%4%4%4%4%4%7%3%4%4%5%2%4%

e

32150211616616558176114182North West
15%8%5%10%9%11%8%10%9%12%6%11%9%

ab

35287752471062613115345211323South East
17%16%17%16%14%19%24%20%18%11%12%3%16%

aaabhabhaa

121997114064119731961710211South West
6%11%16%9%8%8%16%12%10%14%10%26%11%

bahhbdegh

1015628138645*5311428*166West Midlands
5%9%6%9%8%4%1%9%6%9%16%1%8%

bbafgafgafadefgh

15125321094241042214144141Yorkshire and The Humber
7%7%7%7%6%3%18%7%11%8%8%10%7%

beghgghgg

10883464407229746398Scotland
5%5%8%4%5%5%4%5%4%9%3%8%5%

a

88838573443291019595Wales
4%5%8%4%4%3%5%5%5%3%5%14%5%

abcdegh

13733353369123616386Northern Ireland
6%4%7%3%5%7%2%4%3%3%4%8%4%

a

175154534613746461205050817140155271720Net: England
85%86%77%89%85%85%90%86%88%85%88%70%86%

baaaaaaa

10883464407229746398Net: Scotland
5%5%8%4%5%5%4%5%4%9%3%8%5%

a

88838573443291019595Net: Wales
4%5%8%4%4%3%5%5%5%3%5%14%5%

abcdegh
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

13733353369123616386Net: Northern Ireland
6%4%7%3%5%7%2%4%3%3%4%8%4%

a
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

332811518158176East of England
8%10%9%14%8%9%

a

3023838130138East Midlands
7%8%7%6%7%7%

565019313294307Greater London
13%17%16%10%16%15%

12115447378North East
3%4%4%4%4%4%

32231256175182North West
7%8%10%5%9%9%

674920019303323South East
15%17%16%15%16%16%

592412516194211South West
14%8%10%13%10%11%

ab

411710410156166West Midlands
9%6%8%8%8%8%

40247313128141Yorkshire and The Humber
9%8%6%10%7%7%

a

23166059398Scotland
5%5%5%4%5%5%

21126288795Wales
5%4%5%6%5%5%

21145158186Northern Ireland
5%5%4%4%4%4%

369248107110716131720Net: England
85%86%86%85%86%86%

23166059398Net: Scotland
5%5%5%4%5%5%

21126288795Net: Wales
5%4%5%6%5%5%

21145158186Net: Northern Ireland
5%5%4%4%4%4%
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

2171842174--*-2-19155176East of England
7%9%9%6%9%-%-%41%-%43%-%7%9%9%

ccc

3151566132---2-425107138East Midlands
10%7%6%15%7%-%-%-%68%-%12%9%6%7%

abaia

391331353303----*336268307Greater London
13%17%15%9%15%-%-%-%-%1%11%13%16%15%

c

63438-78------67178North East
2%4%4%-%4%-%-%-%-%-%-%2%4%4%

cc

2373865177---**518159182North West
8%9%9%13%9%-%-%-%4%2%15%7%9%9%

b

571071595318-----552266323South East
19%14%18%12%16%-%-%-%-%-%16%19%16%16%

bb

3878957204*---*731172211South West
13%10%10%19%10%100%-%-%-%1%23%12%10%11%

aiabi

2766723163--**2124139166West Midlands
9%8%8%8%8%-%-%41%9%39%3%9%8%8%

2061592139---1-119120141Yorkshire and The Humber
7%8%7%5%7%-%-%-%18%-%4%7%7%7%

164240297--*--1158298Scotland
5%5%4%4%5%-%-%18%-%-%5%6%5%5%

133448293-----2118295Wales
4%4%5%6%5%-%-%-%-%-%7%4%5%5%

134033285----11127386Northern Ireland
4%5%4%4%4%-%-%-%-%12%3%4%4%4%

263674784331687*-*342622914571720Net: England
86%85%87%86%86%100%-%82%100%88%85%86%86%86%

164240297--*--1158298Net: Scotland
5%5%4%4%5%-%-%18%-%-%5%6%5%5%

133448293-----2118295Net: Wales
4%4%5%6%5%-%-%-%-%-%7%4%5%5%

134033285----11127386Net: Northern Ireland
4%5%4%4%4%-%-%-%-%12%3%4%4%4%
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

----11951003256985984176East of England
-%-%-%-%5%3%9%8%7%9%8%8%8%9%

b

--142877953746926375138East Midlands
-%-%38%22%7%16%7%8%9%8%8%9%7%7%

aa

-2-35616815976104183109163307Greater London
-%50%-%16%17%11%15%13%17%17%15%15%15%15%

ff

----213950141942263978North East
-%-%-%-%7%3%3%4%3%3%3%4%4%4%

---*1511496184712063109182North West
-%-%-%1%2%10%10%8%4%8%10%9%10%9%

eeeee

---34819519370101211114190323South East
-%-%-%17%14%15%18%16%16%17%17%16%17%16%

*21*56114134416512863115211South West
100%45%40%2%17%10%10%11%10%11%10%9%11%11%

d

---22581973859905678166West Midlands
-%-%-%11%8%8%7%8%9%10%7%8%7%8%

a

---24471914638815175141Yorkshire and The Humber
-%-%-%14%14%8%6%8%10%6%7%7%7%7%

abcdf

-**1125458182959365398Scotland
-%3%16%7%4%5%5%5%4%5%5%5%5%5%

--*1*35757222461345695Wales
-%-%7%5%1%6%5%5%5%4%5%5%5%5%

-*-1144858242054305086Northern Ireland
-%3%-%4%5%7%4%5%5%3%4%4%5%4%

d

*32142544955101637253510456039291720Net: England
100%95%78%83%90%83%86%85%85%88%86%86%85%86%

-**1125458182959365398Net: Scotland
-%3%16%7%4%5%5%5%4%5%5%5%5%5%

--*1*35757222461345695Net: Wales
-%-%7%5%1%6%5%5%5%4%5%5%5%5%

-*-1144858242054305086Net: Northern Ireland
-%3%-%4%5%7%4%5%5%3%4%4%5%4%

d
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

416212137-----**56176East of England
34%9%7%7%8%-%-%-%-%-%2%2%9%9%

-14301236-----*244138East Midlands
-%8%10%4%8%-%-%-%-%-%3%21%8%7%

bbb

*18474771-----**104307Greater London
1%10%17%16%16%-%-%-%-%-%2%1%18%15%

ddd

-3111216-------1978North East
-%2%4%4%4%-%-%-%-%-%-%-%3%4%

-14252952*--*-4-44182North West
-%8%9%10%12%22%-%-%100%-%55%-%7%9%

340405176*-*-3-296323South East
24%23%14%17%17%10%-%13%-%65%-%17%16%16%

ac

*14283253*-*--2*63211South West
1%8%10%11%12%24%-%30%-%-%27%1%11%11%

-15202232*-*-2-255166West Midlands
-%9%7%7%7%44%-%56%-%35%-%19%9%8%

314202817------334141Yorkshire and The Humber
26%8%7%9%4%-%-%-%-%-%-%32%6%7%

aaa

110141618----***2998Scotland
9%6%5%5%4%-%-%-%-%1%7%1%5%5%

17161423-----**2495Wales
5%4%6%5%5%-%-%-%-%-%2%*%4%5%

-9131318-----*11986Northern Ireland
-%5%5%5%4%-%-%-%-%-%2%6%3%4%

91492402543911-**5695141720Net: England
86%85%85%85%87%100%-%100%100%99%89%93%88%86%

110141618----***2998Net: Scotland
9%6%5%5%4%-%-%-%-%1%7%1%5%5%

17161423-----**2495Net: Wales
5%4%6%5%5%-%-%-%-%-%2%*%4%5%

-9131318-----*11986Net: Northern Ireland
-%5%5%5%4%-%-%-%-%-%2%6%3%4%
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

5933014621-3527121421176East of England
9%8%12%8%12%-%8%38%8%7%10%10%9%

b

29012126843511016811138East Midlands
4%8%5%7%5%16%8%21%12%9%6%5%7%

cab

101724026735662*10281747307Greater London
19%15%16%15%20%23%15%3%12%17%12%23%15%

bd

*423746-12-336778North East
*%4%1%4%4%-%3%-%4%2%4%3%4%

b

61132715513134-7151213182North West
12%10%11%9%7%4%8%-%8%9%9%6%9%

92014228139457*13242737323South East
18%17%16%16%23%18%14%2%16%14%19%18%16%

a

81193217812349*11171620211South West
15%10%12%10%7%13%12%1%13%10%12%10%11%

c

287241426251*11241014166West Midlands
4%8%9%8%3%9%12%5%13%14%7%7%8%

caab

378171239*28*511139141Yorkshire and The Humber
5%7%7%7%5%*%7%5%5%6%9%4%7%

25899092181*861498Scotland
4%5%3%5%5%9%4%12%*%5%4%7%5%

dd

2609866117*566895Wales
3%5%4%5%4%3%4%6%5%3%4%4%5%

35110767112*355686Northern Ireland
6%4%4%4%4%4%3%8%3%3%4%3%4%

479972271492149203644771501221801720Net: England
88%86%89%86%87%83%89%74%91%89%88%87%86%

25899092181*861498Net: Scotland
4%5%3%5%5%9%4%12%*%5%4%7%5%

dd

2609866117*566895Net: Wales
3%5%4%5%4%3%4%6%5%3%4%4%5%
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

35110767112*355686Net: Northern Ireland
6%4%4%4%4%4%3%8%3%3%4%3%4%
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-776232729420201176East of England
-%6%8%7%13%7%22%11%15%2%9%

aa

-1268241432115116138East Midlands
-%9%7%7%7%8%7%9%8%10%7%

-30144694065431259307Greater London
-%25%14%20%19%16%23%17%18%14%15%

bb

-33512315232178North East
-%2%4%3%2%4%9%2%1%2%4%

a

-910127173121275182North West
-%8%10%8%8%8%11%7%5%8%9%

213180513665*34276323South East
100%11%18%15%17%16%1%19%20%10%16%

cb

-6111321946*201315211South West
-%5%11%9%9%11%1%11%9%24%11%

ccb

-1272311841-15129166West Midlands
-%10%7%9%9%10%-%8%9%15%8%

-3712313241852141Yorkshire and The Humber
-%3%7%7%6%6%5%4%4%3%7%

cc

-65115623254298Scotland
-%5%5%4%3%6%9%3%3%4%5%

-65219718185395Wales
-%5%5%6%3%4%3%4%4%5%5%

-164714713275186Northern Ireland
-%13%5%4%3%3%9%4%4%2%4%

ab

29585929118734815157122551720Net: England
100%78%85%86%90%87%78%89%89%89%86%

cc

-65115623254298Net: Scotland
-%5%5%4%3%6%9%3%3%4%5%

-65219718185395Net: Wales
-%5%5%6%3%4%3%4%4%5%5%

-164714713275186Net: Northern Ireland
-%13%5%4%3%3%9%4%4%2%4%

ab
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

*6175305884*93432-65016176East of England
3%9%8%7%9%8%6%8%9%8%-%7%8%6%9%

-5071356272-153032-135130138East Midlands
-%7%8%8%9%7%-%12%8%8%-%15%9%11%7%

ab

*86142741011552326759-229056307Greater London
2%12%16%17%15%15%42%27%18%15%-%25%15%20%15%

babbb

-2937162639-31310--25978North East
-%4%4%4%4%4%-%2%4%3%-%-%4%3%4%

cc

-59953559105-61938-64729182North West
-%9%10%8%9%10%-%5%5%10%-%6%8%10%9%

b

1127150721061812116562-910838323South East
23%18%16%16%16%17%39%9%18%16%-%10%18%14%16%

ccc

270785358105-83450-35417211South West
31%10%9%12%9%10%-%6%9%13%-%4%9%6%11%

bcc

-5765475576-173642-94528166West Midlands
-%8%7%11%8%7%-%14%10%11%-%10%7%10%8%

a

-3864264872-32321-14117141Yorkshire and The Humber
-%6%7%6%7%7%-%2%6%5%-%2%7%6%7%

ccc

13948263453-51819-6321398Scotland
11%6%5%6%5%5%-%4%5%5%-%7%5%5%5%

13547203355*51518-4301195Wales
17%5%5%4%5%5%2%4%4%5%-%4%5%4%5%

14036152847*71413-10281186Northern Ireland
13%6%4%3%4%5%11%6%4%3%-%11%5%4%4%

ab

35787763885728894103323345-705122411720Net: England
59%84%86%87%86%85%87%86%87%88%-%78%85%87%86%

cc

13948263453-51819-6321398Net: Scotland
11%6%5%6%5%5%-%4%5%5%-%7%5%5%5%

13547203355*51518-4301195Net: Wales
17%5%5%4%5%5%2%4%4%5%-%4%5%4%5%

14036152847*71413-10281186Net: Northern Ireland
13%6%4%3%4%5%11%6%4%3%-%11%5%4%4%

ab

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 3  (continuation)                                                                                                                                                      Page 61

C3. Where in the UK do you work?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

23-2556524161721176East of England
18%16%-%5%8%8%4%6%6%8%7%9%

*223466579171729138East Midlands
2%11%14%9%7%8%13%11%6%9%10%7%

cc

*556811401623442751307Greater London
1%27%32%15%12%16%30%31%16%13%18%15%

babcabc

-1-32831211061278North East
-%5%-%8%4%4%3%1%4%3%4%4%

2--1638722241016182North West
18%-%-%1%9%10%3%3%9%5%6%9%

d

232712614425363852323South East
14%18%10%20%18%17%4%7%13%19%18%16%

edede

--36797946392431211South West
-%-%18%16%11%9%8%8%14%12%11%11%

12*56057812302624166West Midlands
9%10%1%14%9%7%16%16%11%13%8%8%

aa

212-3665**19915141Yorkshire and The Humber
16%5%11%-%5%8%1%1%7%5%5%7%

bdedd

*11140473414111798Scotland
3%4%6%4%6%5%6%5%5%6%6%5%

11113545141491095Wales
9%4%4%3%5%5%2%5%5%4%3%5%

1**241344410101286Northern Ireland
8%*%3%5%6%4%8%5%4%5%4%4%

a

917143257273443632351752521720Net: England
79%91%88%88%83%85%83%84%86%86%86%86%

*11140473414111798Net: Scotland
3%4%6%4%6%5%6%5%5%6%6%5%

11113545141491095Net: Wales
9%4%4%3%5%5%2%5%5%4%3%5%

1**241344410101286Net: Northern Ireland
8%*%3%5%6%4%8%5%4%5%4%4%

a
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

147163149-2715995171126152111146176East of England
9%6%6%10%-%7%9%9%9%9%9%8%8%9%

101294110-2812960138107125101124138East Midlands
6%11%8%7%-%7%7%6%7%8%7%8%7%7%

b

224567227196258166292210272208266307Greater London
14%22%12%14%22%25%15%16%15%15%16%16%15%15%

bab

724166267039745771497178North East
5%2%2%4%36%2%4%4%4%4%4%4%4%4%

acc

146162140-27155100170124151116145182North West
9%6%4%9%-%7%9%9%9%9%9%9%8%9%

265309257*53288175304236279205277323South East
17%12%16%16%3%13%16%17%16%17%16%16%16%16%

a

162277166229185103200138182135180211South West
10%10%14%11%38%7%10%10%10%10%10%10%10%11%

c

128239119-3614793161120143108141166West Midlands
8%9%16%8%-%9%8%9%8%9%8%8%8%8%

a

102245100-201228113910413196130141Yorkshire and The Humber
6%9%9%6%-%5%7%8%7%7%7%7%8%7%

c

8014380-218952946687668798Scotland
5%6%6%5%-%5%5%5%5%5%5%5%5%5%

7911377-168456926684648395Wales
5%4%6%5%-%4%5%5%5%5%5%5%5%5%

748*76-347739855775547486Northern Ireland
5%3%1%5%-%9%4%4%4%4%4%4%4%4%

ab

134722446133453221514911164812211505112814801720Net: England
85%87%87%85%100%82%86%86%86%87%86%86%86%86%

cc

8014380-218952946687668798Net: Scotland
5%6%6%5%-%5%5%5%5%5%5%5%5%5%

7911377-168456926684648395Net: Wales
5%4%6%5%-%4%5%5%5%5%5%5%5%5%

748*76-347739855775547486Net: Northern Ireland
5%3%1%5%-%9%4%4%4%4%4%4%4%4%

ab
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

859113812252513514417-44176East of England
9%8%8%13%10%8%9%7%12%8%-%12%9%

61771188122510112218-23138East Midlands
7%7%7%8%5%8%7%6%6%10%-%6%7%

137169235154946233236414*71307Greater London
15%15%14%15%19%14%16%12%18%17%1%19%15%

c

4433673816575712578North East
5%3%4%3%3%5%4%3%2%1%16%1%4%

a

88941486252913815316233182North West
10%9%9%6%10%9%9%8%9%7%14%9%9%

143179271123958226375416255323South East
16%16%17%12%15%18%15%19%15%19%15%15%16%

88123169112833156194112443211South West
10%11%10%11%11%10%11%10%12%14%28%11%11%

7690127142020122203410236166West Midlands
8%8%8%14%8%6%8%11%10%12%16%10%8%

acc

6972117419249521224*25141Yorkshire and The Humber
8%7%7%4%8%8%6%11%6%5%1%7%7%

b

425684510157211122-1398Scotland
5%5%5%5%4%5%5%6%3%2%-%4%5%

38577741515728142*1695Wales
4%5%5%4%6%5%5%4%4%3%2%4%5%

355174481465711311186Northern Ireland
4%5%5%4%3%4%4%4%3%3%5%3%4%

792928139085226275126316631480123361720Net: England
87%85%86%87%87%86%86%86%89%92%93%89%86%

425684510157211122-1398Net: Scotland
5%5%5%5%4%5%5%6%3%2%-%4%5%

38577741515728142*1695Net: Wales
4%5%5%4%6%5%5%4%4%3%2%4%5%

355174481465711311186Net: Northern Ireland
4%5%5%4%3%4%4%4%3%3%5%3%4%
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

2-5112*112-6176East of England
3%-%4%3%3%3%1%2%3%3%-%4%9%

7*96665558214138East Midlands
10%2%8%12%11%8%27%9%16%11%14%9%7%

acd

7*137*6*546512307Greater London
9%1%12%15%1%8%1%10%11%9%30%8%15%

cdbdacd

513247*333-1078North East
7%6%3%4%8%9%1%6%9%5%-%7%4%

bbbb

7*114876749214182North West
10%2%10%9%15%8%27%14%12%13%12%9%9%

cac

1242412121857411330323South East
17%29%22%25%24%22%22%14%10%17%19%20%16%

ad

152183913*639*26211South West
21%15%16%7%18%16%1%12%10%13%1%17%11%

aabbbbbb

559329-738113166West Midlands
6%31%8%7%3%10%-%15%8%11%8%9%8%

abdbdbd

5*6113123415141Yorkshire and The Humber
7%2%5%2%2%4%6%5%8%6%5%4%7%

21623513241898Scotland
3%6%6%4%7%6%7%7%6%6%6%5%5%

21532312131695Wales
3%4%4%6%5%4%7%4%3%4%3%4%5%

3*3212*112*586Northern Ireland
4%2%2%5%3%3%1%2%2%2%1%4%4%

66139940437118433061151321720Net: England
91%87%88%85%85%87%85%87%89%88%90%87%86%

21623513241898Net: Scotland
3%6%6%4%7%6%7%7%6%6%6%5%5%

21532312131695Net: Wales
3%4%4%6%5%4%7%4%3%4%3%4%5%

3*3212*112*586Net: Northern Ireland
4%2%2%5%3%3%1%2%2%2%1%4%4%
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

228112114102751211827176East of England
17%5%6%10%10%7%23%4%4%20%5%9%9%

abdegjkdedeabdeghijkabdegjkde

18686171347244823138East Midlands
14%3%4%3%12%8%4%6%9%7%5%8%7%

abefijkbfijkifijki

172239432021181628292133307Greater London
13%12%21%20%14%14%16%13%11%51%13%11%15%

adekladkabdefghijk

l

898-1164313-21578North East
6%5%4%-%8%4%3%2%5%-%1%5%4%

biiibeiiiibii

61522268131292451329182North West
5%8%12%12%5%9%10%8%9%9%8%10%9%

lhll

153924301730112255-2950323South East
12%21%13%15%12%20%9%18%21%-%19%17%16%

ccfhjlccccflccfcfhjlcfcf

13271418171351440-1533211South West
10%15%7%9%12%9%5%11%15%-%10%12%11%

ccfjcfccfcfgijccf

61624211085132322017166West Midlands
5%9%13%10%7%6%5%10%9%3%13%6%8%

afglfafgl

815101691191312-1819141Yorkshire and The Humber
6%8%6%8%6%7%8%11%5%-%11%7%7%

cdcd

661276117712-71798Scotland
5%3%7%3%4%7%6%6%4%-%4%6%5%

613610878510471295Wales
5%7%3%5%5%5%7%4%4%8%4%4%5%

5781156678181486Northern Ireland
4%4%4%5%3%4%5%6%3%3%5%5%4%

11315716018112312695103232511332461720Net: England
87%86%86%87%87%84%82%84%89%90%86%85%86%

f

661276117712-71798Net: Scotland
5%3%7%3%4%7%6%6%4%-%4%6%5%

613610878510471295Net: Wales
5%7%3%5%5%5%7%4%4%8%4%4%5%

5781156678181486Net: Northern Ireland
4%4%4%5%3%4%5%6%3%3%5%5%4%
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

41454447176East of England
8%9%9%9%9%

33353634138East Midlands
7%7%7%7%7%

78846282307Greater London
16%17%12%16%15%

bb

2517201678North East
5%3%4%3%4%

42474647182North West
8%9%9%9%9%

78788879323South East
16%16%18%16%16%

54486049211South West
11%10%12%10%11%

47404139166West Midlands
9%8%8%8%8%

33363536141Yorkshire and The Humber
7%7%7%7%7%

2523262498Scotland
5%5%5%5%5%

2525232395Wales
5%5%5%5%5%

2022212386Northern Ireland
4%4%4%5%4%

4304304304301720Net: England
86%86%86%86%86%

2523262498Net: Scotland
5%5%5%5%5%

2525232395Net: Wales
5%5%5%5%5%

2022212386Net: Northern Ireland
4%4%4%5%4%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Agriculture, hunting and
**111161**13738forestry
*%*%1%2%2%2%1%*%2%2%2%

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

**-1-*--*45Mining and quarrying
*%1%-%*%-%1%-%-%1%*%*%

a

529406712147159171Manufacturing
11%4%8%9%10%16%14%21%14%8%9%

aaba

Electricity / Gas /
12212192-124547Water supply
3%4%1%3%3%3%-%3%3%2%2%

1062450489127185194Construction
21%11%21%11%7%11%5%8%13%10%10%

ababaad

Wholesale and retail
trade: repair of motor

11163312315510127486496vehicles / motor cycles
22%31%28%27%22%12%6%8%14%25%25%

dbcde

*4*92641*35256Hotels and restaurants
1%8%*%2%4%5%5%3%6%3%3%

bceceaa

Transportation storage
6117202151138994and communication

13%22%6%4%3%6%11%5%5%5%5%

ababcaab

Financial intermediation
42543374113137141and insurance
9%4%4%9%5%5%5%4%5%7%7%

ae

Real estate, rental and
7515521108125252260business

15%10%13%11%16%10%8%10%11%13%13%

be

Public administration
*--381***1616and defence
1%-%-%1%1%1%1%1%1%1%1%

*-5171961235460Educational services
*%-%5%4%3%7%11%12%5%3%3%

deeaababea

Healthcare and social
**613379234114123work
1%1%5%3%5%11%16%14%8%6%6%

ebeaaba
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Other community, social
and personal service

11737966114202208activities
3%2%6%8%14%7%7%6%8%11%10%

debcdee

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

Non-Governmental
*1*253131128790Organisations (NGOs)
*%1%*%6%4%4%9%4%3%5%5%

ceceb

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

aa

----2----22Other answers
-%-%-%-%*%-%-%-%-%*%*%

**111161**13738Net: Agriculture
*%*%1%2%2%2%1%*%2%2%2%

539416713147163176Net: Manufacturing
11%5%8%9%10%16%14%21%15%8%9%

aaba

12212192-124547Net: Utilities
3%4%1%3%3%3%-%3%3%2%2%

1062450489127185194Net: Construction
21%11%21%11%7%11%5%8%13%10%10%

ababaad

172741143175142310575589Net: Distribution
35%53%35%31%25%18%17%14%20%30%29%

aabceaabcde

*4*92641*35256Net: Hospitality
1%8%*%2%4%5%5%3%6%3%3%

bceceaa

42543374113137141Net: Financial
9%4%4%9%5%5%5%4%5%7%7%

ae

10735148301326918724756Net: Non-financial
20%14%30%32%43%41%52%47%36%38%38%

ddebcdeabeab

----2----22Net: Other
-%-%-%-%*%-%-%-%-%*%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Agriculture, hunting and
354264*101332*338forestry
3%5%4%2%2%*%5%*%2%4%1%*%2%2%

cfhjabcfhjcfhjfbcfhjcfh

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

j

**22----*-2*-5Mining and quarrying
*%*%2%*%-%-%-%-%*%-%1%*%-%*%

fj

69515120251625114181022171Manufacturing
7%9%5%9%12%15%8%8%7%6%6%9%10%9%

kkckmcefgjkmk

Electricity / Gas /
1144024894362247Water supply
2%1%4%2%1%3%4%3%2%5%2%2%1%2%

aa

69717130101827149261721194Construction
7%10%7%10%18%6%9%8%9%13%9%15%10%10%

acefghjklhkm

m

Wholesale and retail
trade: repair of motor

172824427425163824613473449496vehicles / motor cycles
20%28%23%25%26%31%32%25%29%19%16%30%22%25%

cmccccmacjkmccmcm

2324981810445*956Hotels and restaurants
2%3%2%3%5%1%4%3%2%6%2%*%4%3%

bhbh

Transportation storage
6258188102071941594and communication
6%2%5%5%5%5%5%6%4%2%3%3%7%5%

llllcl

Financial intermediation
104711965922137281019141and insurance
12%4%7%7%3%3%5%7%8%11%10%9%9%7%

fghijklhilhilhl

Real estate, rental and
1215112211620154013673928260business
14%16%11%13%10%12%8%12%8%10%24%8%13%13%

geggabdefgh

ijklm

Public administration
11*1421*34-3-216and defence
1%1%*%1%1%1%*%1%2%-%1%-%1%1%

k

13353415119*126560Educational services
2%3%3%3%3%1%2%3%5%1%4%5%2%3%

hmh
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Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Healthcare and social
75610442162411512616123work
8%5%6%6%2%13%3%7%7%7%4%6%7%6%

gicgijklgii

Other community, social
and personal service

97121781481732178441226208activities
11%8%12%10%9%5%8%10%11%13%15%11%12%10%

hhhhghjlh

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

Non-Governmental
6497258131972124290Organisations (NGOs)
6%4%9%4%3%5%6%6%4%3%4%3%1%5%

aacijlaaaa

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

---2--2------2Other answers
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

j

354264*101332*338Net: Agriculture
3%5%4%2%2%*%5%*%2%4%1%*%2%2%

cfhjabcfhjcfhjfbcfhjcfh

610715320251625114201022176Net: Manufacturing
7%10%6%9%12%15%8%8%7%6%7%9%10%9%

kcefgjkm

1144024894362247Net: Utilities
2%1%4%2%1%3%4%3%2%5%2%2%1%2%

aa

69717130101827149261721194Net: Construction
7%10%7%10%18%6%9%8%9%13%9%15%10%10%

acefghjklhkm

m

2329295085058731025314553864589Net: Distribution
26%30%29%30%30%36%37%32%33%21%19%33%29%29%

ccccccdmcdmcccc

2324981810445*956Net: Hospitality
2%3%2%3%5%1%4%3%2%6%2%*%4%3%

bhbh

104711965922137281019141Net: Financial
12%4%7%7%3%3%5%7%8%11%10%9%9%7%

fghijklhilhilhl

36364264245605612860221553779756Net: Non-financial
41%37%41%38%28%37%28%40%37%34%52%32%36%38%

gigigigiabdefgh

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

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

---2--2------2Net: Other
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Agriculture, hunting and
335335-------3838forestry
1%2%7%*%-%-%-%-%-%-%-%99%2%

abcdefgh

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

eh

-523------5-5Mining and quarrying
-%*%*%*%-%-%-%-%-%-%3%-%*%

degh

2115149123------171-171Manufacturing
10%8%11%8%-%-%-%-%-%-%97%-%9%

aacdefgh

Electricity / Gas /
344937-----47--47Water supply
2%2%2%2%-%-%-%-%-%100%-%-%2%

abdefgh

518947147----194---194Construction
2%11%10%9%-%-%-%-%100%-%-%-%10%

babcefgh

Wholesale and retail
trade: repair of motor

50445104392---496----496vehicles / motor cycles
24%25%23%25%-%-%-%84%-%-%-%-%25%

abcdfgh

11451937--56-----56Hotels and restaurants
6%2%4%2%-%-%100%-%-%-%-%-%3%

aaabcdegh

Transportation storage
6882766---94----94and communication
3%5%6%4%-%-%-%16%-%-%-%-%5%

abcdfgh

Financial intermediation
2611533108-141------141and insurance
12%6%7%7%-%100%-%-%-%-%-%-%7%

aabcdefh

Real estate, rental and
1224848211260-------260business

6%14%11%14%34%-%-%-%-%-%-%-%13%

babcdefg

Public administration
21441316-------16and defence
1%1%1%1%2%-%-%-%-%-%-%-%1%

bde

456105060-------60Educational services
2%3%2%3%8%-%-%-%-%-%-%-%3%

abcdefg
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C1. To which industry does your organisation belong to?
Base: All
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Healthcare and social
1510814109123-------123work

7%6%3%7%16%-%-%-%-%-%-%-%6%

babcdefg

Other community, social
and personal service

2618236171208-------208activities
13%10%8%11%27%-%-%-%-%-%-%-%10%

babcdefg

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

Non-Governmental
2268167590-------90Organisations (NGOs)
11%4%3%5%12%-%-%-%-%-%-%-%5%

aabcdefg

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

-2-2--------2Other answers
-%*%-%*%-%-%-%-%-%-%-%-%*%

335345-------3838Net: Agriculture
1%2%8%*%-%-%-%-%-%-%-%100%2%

abcdefgh

2115551125------176-176Net: Manufacturing
10%9%11%8%-%-%-%-%-%-%100%-%9%

aacdefgh

344937-----47--47Net: Utilities
2%2%2%2%-%-%-%-%-%100%-%-%2%

abdefgh

518947147----194---194Net: Construction
2%11%10%9%-%-%-%-%100%-%-%-%10%

babcefgh

57533131458---589----589Net: Distribution
27%30%29%30%-%-%-%100%-%-%-%-%29%

abcdfgh

11451937--56-----56Net: Hospitality
6%2%4%2%-%-%100%-%-%-%-%-%3%

aaabcdegh

2611533108-141------141Net: Financial
12%6%7%7%-%100%-%-%-%-%-%-%7%

aabcdefh

81676128629756-------756Net: Non-financial
39%38%28%41%100%-%-%-%-%-%-%-%38%

babcdefg

-2-2--------2Net: Other
-%*%-%*%-%-%-%-%-%-%-%-%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Agriculture, hunting and
1142373038forestry

3%2%2%6%2%2%

a

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

**4-55Mining and quarrying
*%*%*%-%*%*%

531510113158171Manufacturing
12%5%8%10%8%9%

ab

Electricity / Gas /
1013524547Water supply

2%*%3%2%2%2%

bb

19351388186194Construction
4%12%11%6%10%10%

cc

Wholesale and retail
trade: repair of motor

1545027748447496vehicles / motor cycles
36%17%22%38%24%25%

abba

854425456Hotels and restaurants
2%2%4%2%3%3%

c

Transportation storage
14235229294and communication

3%8%4%2%5%5%

ac

Financial intermediation
304467*141141and insurance

7%15%5%*%8%7%

acb

Real estate, rental and
42531632258260business
10%18%13%2%14%13%

accb

Public administration
627-1616and defence
1%1%1%-%1%1%

1293935760Educational services
3%3%3%3%3%3%

Healthcare and social
2214858115123work

5%5%7%6%6%6%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Other community, social
and personal service

382114823185208activities
9%7%12%18%10%10%

bca

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

Non-Governmental
13136268490Organisations (NGOs)

3%5%5%5%4%5%

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

2---22Other answers
*%-%-%-%*%*%

a

1142373138Net: Agriculture
3%2%2%6%2%2%

a

531510513163176Net: Manufacturing
12%5%8%10%9%9%

abb

1013524547Net: Utilities
2%*%3%2%2%2%

bb

19351388186194Net: Construction
4%12%11%6%10%10%

cc

1687332951539589Net: Distribution
39%25%26%40%29%29%

aba

854425456Net: Hospitality
2%2%4%2%3%3%

c

304467*141141Net: Financial
7%15%5%*%8%7%

acb

13311250343714756Net: Non-financial
31%39%40%34%38%38%

cc

2---22Net: Other
*%-%-%-%*%*%

a
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C1. To which industry does your organisation belong to?
Base: All
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Agriculture, hunting and
21224-38------23638forestry
1%2%3%-%2%-%-%-%-%-%-%1%2%2%

cb

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

*23-5------*45Mining and quarrying
*%*%*%-%*%-%-%-%-%-%-%*%*%*%

3872616165*-*-1532133171Manufacturing
12%9%7%16%8%100%-%41%-%13%17%12%8%9%

abaiaiai

Electricity / Gas /
6933*47-----*54147Water supply
2%1%4%*%2%-%-%-%-%-%*%2%2%2%

b

1181102-194------11183194Construction
3%10%11%-%10%-%-%-%-%-%-%4%11%10%

ccbcjbcj

Wholesale and retail
trade: repair of motor

11618219818478--*341198380496vehicles / motor cycles
38%23%22%46%24%-%-%59%91%79%36%37%22%25%

abaiaiai

21341*56-----*25456Hotels and restaurants
1%2%5%*%3%-%-%-%-%-%*%1%3%3%

bcbb

Transportation storage
164335390----*3127894and communication

5%5%4%9%5%-%-%-%-%2%11%5%5%5%

abi

Financial intermediation
307238*141-----*30111141and insurance
10%9%4%1%7%-%-%-%-%-%1%11%7%7%

aajacijj

Real estate, rental and
241121243257----*321236260business

8%14%14%8%13%-%-%-%-%3%10%8%14%13%

ccbb

Public administration
458215-----221316and defence
1%1%1%5%1%-%-%-%-%-%6%1%1%1%

abiabi

102227258-----294960Educational services
3%3%3%4%3%-%-%-%-%-%6%3%3%3%

Healthcare and social
1647601122---*-115107123work

5%6%7%2%6%-%-%-%9%-%2%6%6%6%
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C1. To which industry does your organisation belong to?
Base: All
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Other community, social
and personal service

19781112206-----218188208activities
6%10%12%4%10%-%-%-%-%-%6%7%11%10%

ccbb

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

Non-Governmental
104139289----*298090Organisations (NGOs)

3%5%4%4%5%-%-%-%-%2%5%3%5%5%

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

2---2------2-2Other answers
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

abai

21224-38------23738Net: Agriculture
1%2%3%-%2%-%-%-%-%-%-%1%2%2%

cb

3873646170*-*-1532138176Net: Manufacturing
13%9%7%16%9%100%-%41%-%13%17%12%8%9%

abaiaiai

6933*47-----*54147Net: Utilities
2%1%4%*%2%-%-%-%-%-%*%2%2%2%

b

1181102-194------11183194Net: Construction
3%10%11%-%10%-%-%-%-%-%-%4%11%10%

ccbcjbcj

13222523321568--*3414111458589Net: Distribution
43%28%26%55%29%-%-%59%91%82%47%42%27%29%

ababiaiai

21341*56-----*25456Net: Hospitality
1%2%5%*%3%-%-%-%-%-%*%1%3%3%

bcbb

307238*141-----*30111141Net: Financial
10%9%4%1%7%-%-%-%-%-%1%11%7%7%

aajacijj

8330436911746---**1072673756Net: Non-financial
27%39%41%28%38%-%-%-%9%6%34%27%40%38%

ccbbj

2---2------2-2Net: Other
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

abai
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C1. To which industry does your organisation belong to?
Base: All
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Agriculture, hunting and
----**2127542171938forestry
-%-%-%-%*%*%2%2%1%1%2%1%2%2%

bddd

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

----*-42124145Mining and quarrying
-%-%-%-%2%-%*%*%*%*%*%*%*%*%

*21421841104582936085171Manufacturing
100%45%38%22%6%2%8%9%10%14%8%9%8%9%

abcbcabcf

Electricity / Gas /
---2-*2230882462447Water supply
-%-%-%11%-%1%2%3%2%1%2%1%2%2%

abcbdbb

---*-1135125413913675125194Construction
-%-%-%2%-%2%12%10%9%6%11%11%11%10%

bcddddd

Wholesale and retail
trade: repair of motor

-*-181923031993211259127226496vehicles / motor cycles
-%3%-%8%28%35%21%27%21%35%21%18%21%25%

dadabceabcefb

----**323014123283156Hotels and restaurants
-%-%-%-%*%1%3%3%3%2%3%1%3%3%

bbbb

Transportation storage
---*344859222354325094and communication
-%-%-%*%11%7%4%5%5%4%4%4%5%5%

a

Financial intermediation
---1*511680323712399113141and insurance
-%-%-%4%1%10%10%7%7%6%10%14%10%7%

cdfacdefdef

Real estate, rental and
--**671471475654160105135260business
-%-%4%1%22%14%13%12%13%9%13%15%12%13%

dddddd

Public administration
--*-*-119461110916and defence
-%-%2%-%*%-%1%1%1%1%1%1%1%1%

-2-*-33423141039333260Educational services
-%50%-%2%-%5%3%2%3%2%3%5%3%3%

dfadf

Healthcare and social
--*24360572344693562123work
-%-%9%11%15%5%5%5%5%7%6%5%6%6%

af
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Other community, social
and personal service

--*326114121525312568112208activities
-%-%10%20%7%11%10%10%12%9%10%10%10%10%

d

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

Non-Governmental
-*13245347262164336190Organisations (NGOs)
-%3%38%19%8%8%5%4%6%4%5%5%6%5%

addf

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

------22-222-2Other answers
-%-%-%-%-%-%*%*%-%*%*%*%-%*%

a

----**2127542171938Net: Agriculture
-%-%-%-%*%*%2%2%1%1%2%1%2%2%

bddd

*21421881124585976289176Net: Manufacturing
100%45%38%22%8%2%8%9%10%14%8%9%8%9%

abbabcef

---2-*2230882462447Net: Utilities
-%-%-%11%-%1%2%3%2%1%2%1%2%2%

abcbdbb

---*-1135125413913675125194Net: Construction
-%-%-%2%-%2%12%10%9%6%11%11%11%10%

bcddddd

-*-11122278378115234314158276589Net: Distribution
-%3%-%9%40%42%25%32%27%38%26%23%25%29%

adaddabceabcef

----**323014123283156Net: Hospitality
-%-%-%-%*%1%3%3%3%2%3%1%3%3%

bbbb

---1*511680323712399113141Net: Financial
-%-%-%4%1%10%10%7%7%6%10%14%10%7%

cdfacdefdef

-2291423420405174188469285412756Net: Non-financial
-%52%62%53%51%43%38%34%40%31%39%41%38%38%

dfdfdfdf

------22-222-2Net: Other
-%-%-%-%-%-%*%*%-%*%*%*%-%*%

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

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Agriculture, hunting and
-12711-------438forestry
-%1%1%2%2%-%-%-%-%-%-%-%1%2%

cc

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

-**-4-------25Mining and quarrying
-%*%*%-%1%-%-%-%-%-%-%-%*%*%

-14183130*-*-2-180171Manufacturing
-%8%6%10%7%24%-%30%-%34%-%8%14%9%

c

Electricity / Gas /
*23415-------847Water supply
2%1%1%1%3%-%-%-%-%-%-%-%1%2%

c

215363945-------39194Construction
17%9%13%13%10%-%-%-%-%-%-%-%7%10%

Wholesale and retail
trade: repair of motor

435616792*-**343200496vehicles / motor cycles
33%20%21%22%20%66%-%56%100%65%66%26%34%25%

-*8915-------1256Hotels and restaurants
-%*%3%3%3%-%-%-%-%-%-%-%2%3%

ddd

Transportation storage
34181713-----*32094and communication

27%2%6%6%3%-%-%-%-%-%4%27%3%5%

adad

Financial intermediation
248301725-------37141and insurance

17%27%11%6%6%-%-%-%-%-%-%-%6%7%

abcab

Real estate, rental and
*24414253-----*153260business
1%14%15%14%12%-%-%-%-%-%2%9%9%13%

Public administration
-4223-----2-416and defence
-%2%1%1%1%-%-%-%-%-%27%-%1%1%

a

-310719------*1060Educational services
-%2%4%2%4%-%-%-%-%-%-%1%2%3%

d

Healthcare and social
-8151828-------44123work
-%5%5%6%6%-%-%-%-%-%-%-%7%6%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Other community, social
and personal service

*9202373----*-350208activities
4%5%7%8%16%-%-%-%-%1%-%29%9%10%

bcd

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

Non-Governmental
-8181523*-*---*2190Organisations (NGOs)
-%4%6%5%5%10%-%13%-%-%-%1%4%5%

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

----2-------22Other answers
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-12711-------438Net: Agriculture
-%1%1%2%2%-%-%-%-%-%-%-%1%2%

cc

-14193134*-*-2-182176Net: Manufacturing
-%8%7%10%8%24%-%30%-%34%-%8%14%9%

*23415-------847Net: Utilities
2%1%1%1%3%-%-%-%-%-%-%-%1%2%

c

215363945-------39194Net: Construction
17%9%13%13%10%-%-%-%-%-%-%-%7%10%

7397983105*-**355220589Net: Distribution
60%22%28%28%23%66%-%56%100%65%70%53%38%29%

-*8915-------1256Net: Hospitality
-%*%3%3%3%-%-%-%-%-%-%-%2%3%

ddd

248301725-------37141Net: Financial
17%27%11%6%6%-%-%-%-%-%-%-%6%7%

abcab

*56107107199*-*-*24182756Net: Non-financial
4%32%38%36%44%10%-%13%-%1%30%39%31%38%

bd

----2-------22Net: Other
-%-%-%-%*%-%-%-%-%-%-%-%*%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Agriculture, hunting and
-21137**3-*11138forestry
-%2%*%2%*%*%1%-%*%1%1%1%2%

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

-4*42*-----25Mining and quarrying
-%*%*%*%1%2%-%-%-%-%-%1%*%

aa

9844612511467*19271521171Manufacturing
18%7%18%7%7%16%16%10%22%16%11%10%9%

aacab

Electricity / Gas /
*241463*5--22447Water supply
*%2%*%3%2%*%1%-%-%1%1%2%2%

b

61301218213323*2141111194Construction
11%11%5%10%8%11%6%6%2%8%8%5%10%

bdd

Wholesale and retail
trade: repair of motor

12247101394366169*38586152496vehicles / motor cycles
22%21%40%23%21%26%41%5%44%34%44%25%25%

acaaa

*324523-9-242456Hotels and restaurants
*%3%2%3%2%-%2%-%2%2%2%2%3%

Transportation storage
35114807*161184994and communication
6%4%6%5%4%2%4%21%1%4%3%4%5%

Financial intermediation
511891323115-18821141and insurance
9%10%4%8%18%4%1%-%1%4%6%10%7%

babdcd

Real estate, rental and
91522723321*33*715824260business

16%13%10%13%12%1%8%2%8%9%6%11%13%

bb

Public administration
*111164*2-223-16and defence
*%1%*%1%2%*%*%-%2%1%2%-%1%

aaa

237654524-**6460Educational services
3%3%2%3%3%7%1%-%*%*%4%2%3%

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

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Healthcare and social
465911417126-514618123work
7%6%3%7%10%5%6%-%6%8%4%9%6%

b

Other community, social
and personal service

412225183154343712724208activities
7%10%10%10%9%17%8%56%8%7%5%11%10%

b

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

Non-Governmental
*64*904214-2351290Organisations (NGOs)
*%5%*%5%2%9%3%-%2%2%3%6%5%

bbcc

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

-2-2--2--2--2Other answers
-%*%-%*%-%-%*%-%-%1%-%-%*%

-21137**3-*11138Net: Agriculture
-%2%*%2%*%*%1%-%*%1%1%1%2%

9884613013467*19271523176Net: Manufacturing
18%8%18%7%8%18%16%10%22%16%11%11%9%

aaccab

*241463*5--22447Net: Utilities
*%2%*%3%2%*%1%-%-%1%1%2%2%

b

61301218213323*2141111194Net: Construction
11%11%5%10%8%11%6%6%2%8%8%5%10%

bdd

15298115473437185139666662589Net: Distribution
28%26%45%27%25%27%45%26%45%39%47%30%29%

abcaaa

*324523-9-242456Net: Hospitality
*%3%2%3%2%-%2%-%2%2%2%2%3%

511891323115-18821141Net: Financial
9%10%4%8%18%4%1%-%1%4%6%10%7%

babdcd

18451676896510111322473482756Net: Non-financial
34%39%26%40%38%39%27%58%26%28%25%39%38%

babcd

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 4  (continuation)                                                                                                                                                      Page 84

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

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

-2-2--2--2--2Net: Other
-%*%-%*%-%-%*%-%-%1%-%-%*%
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C1. To which industry does your organisation belong to?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Agriculture, hunting and
-2186*3-1*138forestry
-%2%2%2%*%1%-%*%*%2%2%

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

-*22*2--*-5Mining and quarrying
-%*%*%*%*%1%-%-%*%-%*%

-13792537461272511171Manufacturing
-%10%8%7%18%11%3%16%18%17%9%

ab

Electricity / Gas /
-*24826*22*47Water supply
-%*%2%2%1%1%2%1%1%1%2%

-911735122721328194Construction
-%8%12%10%6%7%10%7%1%13%10%

b

Wholesale and retail
trade: repair of motor

-2520665811305514620496vehicles / motor cycles
-%20%20%19%39%32%26%29%34%32%25%

-130357-85*56Hotels and restaurants
-%*%3%1%3%2%-%5%4%*%3%

ac

Transportation storage
-845181211279*94and communication
-%6%4%5%6%3%9%4%7%1%5%

a

Financial intermediation
-1810949434343-141and insurance
-%15%11%14%2%8%18%2%3%-%7%

bba

Real estate, rental and
-19125541638217114260business
-%16%12%16%8%9%11%10%8%7%13%

b

Public administration
-38524-42216and defence
-%3%1%1%1%1%-%3%2%3%1%

b

-*2882922-260Educational services
-%*%3%2%1%2%11%1%-%3%3%

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

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Healthcare and social
245619637*855123work

100%4%6%6%3%9%1%4%3%7%6%

b

Other community, social
and personal service

-1399291934121175208activities
-%11%10%9%9%9%3%12%12%8%10%

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

Non-Governmental
-56113813198190Organisations (NGOs)
-%4%6%4%4%3%7%5%6%2%5%

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

-----2-2-22Other answers
-%-%-%-%-%*%-%1%-%3%*%

b

-2186*3-1*138Net: Agriculture
-%2%2%2%*%1%-%*%*%2%2%

-13812737481272511176Net: Manufacturing
-%11%8%8%18%12%3%16%18%17%9%

ab

-*24826*22*47Net: Utilities
-%*%2%2%1%1%2%1%1%1%2%

-911735122721328194Net: Construction
-%8%12%10%6%7%10%7%1%13%10%

b

-3325183931427595520589Net: Distribution
-%27%25%25%45%35%36%33%40%33%29%

a

-130357-85*56Net: Hospitality
-%*%3%1%3%2%-%5%4%*%3%

ac

-1810949434343-141Net: Financial
-%15%11%14%2%8%18%2%3%-%7%

bba

246378128541356604419756Net: Non-financial
100%38%38%38%26%34%32%34%32%30%38%

b

-----2-2-22Net: Other
-%-%-%-%-%*%-%1%-%3%*%

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

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Agriculture, hunting and
-12143717-*41-*7238forestry
-%2%2%1%1%2%-%*%1%*%-%*%1%1%2%

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

-14214-12*-*1*5Mining and quarrying
-%*%*%*%*%*%-%1%1%*%-%1%*%*%*%

*46645953782225259-105319171Manufacturing
2%7%7%13%8%7%42%19%14%15%-%11%9%7%9%

ab

Electricity / Gas /
-12187624-246-26247Water supply
-%2%2%2%1%2%-%1%1%2%-%2%1%1%2%

b

-511132973121-21725-36128194Construction
-%7%12%6%11%12%-%1%5%6%-%3%10%10%10%

bccccc

Wholesale and retail
trade: repair of motor

1138182145122213145122150-2810553496vehicles / motor cycles
12%20%20%32%18%20%13%37%33%38%-%31%17%19%25%

abab

120227831-196-17456Hotels and restaurants
13%3%2%1%1%3%-%1%2%1%-%1%1%2%3%

b

Transportation storage
*3043142846-71018-5241694and communication
3%4%5%3%4%4%-%6%3%5%-%5%4%6%5%

b

Financial intermediation
*711123296111-52221-159154141and insurance
9%10%12%7%14%11%-%4%6%5%-%17%15%19%7%

acc

Real estate, rental and
1921324297129-123836-159243260business

22%13%15%9%15%12%-%10%10%9%-%16%15%16%13%

c

Public administration
-774109-346-28616and defence
-%1%1%1%2%1%-%3%1%2%-%2%1%2%1%

-263193130-285-1271160Educational services
-%4%3%2%5%3%-%2%2%1%-%1%5%4%3%

acc

Healthcare and social
-4841383358-83025-2289123work
-%7%5%8%5%6%-%6%8%6%-%2%5%3%6%

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

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Other community, social
and personal service

*79853867112*83128-55723208activities
8%11%9%9%10%11%6%7%8%7%-%6%9%8%10%

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

Non-Governmental
2583816326123188-433790Organisations (NGOs)

31%8%4%4%5%6%39%3%5%2%-%4%5%3%5%

acaa

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

-2-22---2---2-2Other answers
-%*%-%*%*%-%-%-%*%-%-%-%*%-%*%

a

-12143717-*41-*7238Net: Agriculture
-%2%2%1%1%2%-%*%1%*%-%*%1%1%2%

*47686254822235459-105519176Net: Manufacturing
2%7%7%14%8%8%42%19%14%15%-%11%9%7%9%

ab

-12187624-246-26247Net: Utilities
-%2%2%2%1%2%-%1%1%2%-%2%1%1%2%

b

-511132973121-21725-36128194Net: Construction
-%7%12%6%11%12%-%1%5%6%-%3%10%10%10%

bccccc

1167225160151259152132168-3212969589Net: Distribution
15%24%25%36%23%25%13%43%36%43%-%36%21%25%29%

abbab

120227831-196-17456Net: Hospitality
13%3%2%1%1%3%-%1%2%1%-%1%1%2%3%

b

*711123296111-52221-159154141Net: Financial
9%10%12%7%14%11%-%4%6%5%-%17%15%19%7%

acc

3310334147271400236127107-2824499756Net: Non-financial
61%45%37%33%41%38%45%30%34%27%-%31%41%36%38%

accac

-2-22---2---2-2Net: Other
-%*%-%*%*%-%-%-%*%-%-%-%*%-%*%

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

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

Agriculture, hunting and
*--*1515**12338forestry
2%-%-%1%2%2%*%*%*%1%1%2%

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

----14****25Mining and quarrying
-%-%-%-%*%*%1%1%*%*%1%*%

-3*64367812473043171Manufacturing
-%14%2%17%6%8%16%16%17%15%15%9%

Electricity / Gas /
----1221*-62447Water supply
-%-%-%-%2%2%*%-%2%1%1%2%

*-24531001116923194Construction
4%-%11%11%8%12%2%2%6%4%8%10%

bbde

Wholesale and retail
trade: repair of motor

592914419019281026192496vehicles / motor cycles
48%45%11%24%21%22%37%38%37%30%32%25%

b

*-*32022*135356Hotels and restaurants
2%-%3%8%3%3%1%1%1%2%1%3%

Transportation storage
-124293824651194and communication
-%6%12%12%4%4%4%6%2%2%4%5%

Financial intermediation
-2*16910235131023141and insurance
-%10%*%3%10%12%6%6%5%5%8%7%

Real estate, rental and
*1128512358241531260business
2%8%4%5%12%14%10%10%9%7%11%13%

Public administration
2---652352416and defence

16%-%-%-%1%1%3%4%2%1%1%1%

ab

--2126272264860Educational services
-%-%12%3%4%3%5%3%2%2%3%3%

Healthcare and social
--11493724171920123work
-%-%8%4%7%4%3%6%6%9%7%6%

a

Other community, social
and personal service

3242777136192318208activities
26%13%25%6%11%8%6%8%7%11%6%10%

aa

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 4  (continuation)                                                                                                                                                      Page 90

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

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

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

Non-Governmental
-12257383*614690Organisations (NGOs)
-%6%12%7%8%4%6%*%2%7%2%5%

aacdacd

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

----2----2-2Other answers
-%-%-%-%*%-%-%-%-%1%-%*%

*--*1515**12338Net: Agriculture
2%-%-%1%2%2%*%*%*%1%1%2%

-3*64571912473145176Net: Manufacturing
-%14%2%17%7%8%17%16%17%15%15%9%

----1221*-62447Net: Utilities
-%-%-%-%2%2%*%-%2%1%1%2%

*-24531001116923194Net: Construction
4%-%11%11%8%12%2%2%6%4%8%10%

bbde

510413173228223310966103589Net: Distribution
48%50%23%36%25%26%42%44%40%32%35%29%

bb

*-*32022*135356Net: Hospitality
2%-%3%8%3%3%1%1%1%2%1%3%

-2*16910235131023141Net: Financial
-%10%*%3%10%12%6%6%5%5%8%7%

551092993001724777887756Net: Non-financial
44%26%61%24%43%35%33%32%28%38%30%38%

aac

----2----2-2Net: Other
-%-%-%-%*%-%-%-%-%1%-%*%
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Agriculture, hunting and
288*35-53419362734303338forestry

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

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

32-4-152545455Mining and quarrying
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

11821612023914990171127152118146171Manufacturing
7%8%11%8%38%10%8%9%9%9%9%9%8%9%

Electricity / Gas /
442*41-94528463544324247Water supply

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

a

171156153-3017584190138179123179194Construction
11%6%11%10%-%8%10%8%10%10%10%9%10%10%

a

Wholesale and retail
trade: repair of motor

3577111378*96440277475373425309421496vehicles / motor cycles
23%28%20%24%3%24%25%26%25%26%24%24%24%25%

b

523*51-65228503351285056Hotels and restaurants
3%1%1%3%-%2%3%3%3%2%3%2%3%3%

Transportation storage
788172-258448916483658394and communication

5%3%2%5%-%6%5%5%5%5%5%5%5%5%

Financial intermediation
115214112-381328913498137117136141and insurance

7%8%7%7%-%10%7%8%7%7%8%9%8%7%

de

Real estate, rental and
2142910207-63217143251173220172215260business

14%11%19%13%-%16%12%14%13%12%13%13%12%13%

b

Public administration
134-13-41311161114131416and defence

1%1%-%1%-%1%1%1%1%1%1%1%1%1%

4410441284928534047384660Educational services
3%4%7%3%36%2%3%3%3%3%3%3%3%3%

a

Healthcare and social
103141100-19108741139010263102123work

7%5%1%6%-%5%6%7%6%6%6%5%6%6%

b
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Other community, social
and personal service

166307159-3417795201149177138173208activities
11%12%14%10%-%9%10%9%10%11%10%11%10%10%

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

Non-Governmental
72193771148239864680597790Organisations (NGOs)

5%7%5%5%22%4%5%4%4%3%5%4%4%5%

bd

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

2--2-222222222Other answers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

298*36-53419362734303338Net: Agriculture
2%3%1%2%-%1%2%2%2%2%2%2%2%2%

12123612324015493176131156123151176Net: Manufacturing
8%9%11%8%38%10%9%9%9%9%9%9%9%9%

442*41-94528463544324247Net: Utilities
3%1%1%3%-%2%3%3%2%2%3%2%2%2%

a

171156153-3017584190138179123179194Net: Construction
11%6%11%10%-%8%10%8%10%10%10%9%10%10%

a

4357812450*121524325566437508374503589Net: Distribution
28%30%22%29%3%31%30%31%29%31%29%29%29%29%

523*51-65228503351285056Net: Hospitality
3%1%1%3%-%2%3%3%3%2%3%2%3%3%

115214112-381328913498137117136141Net: Financial
7%8%7%7%-%10%7%8%7%7%8%9%8%7%

de

611106245983141647392720510641482628756Net: Non-financial
39%41%46%38%59%36%37%37%38%36%37%37%36%38%

2--2-222222222Net: Other
*%-%-%*%-%*%*%*%*%*%*%*%*%*%
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Agriculture, hunting and
1919362*63023--238forestry

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

a

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

222-1-5-*--*5Mining and quarrying
*%*%*%-%*%-%*%-%*%-%-%*%*%

739912512333611719598456171Manufacturing
8%9%8%13%13%11%8%10%17%9%29%15%9%

cb

Electricity / Gas /
2423415244215--447Water supply

3%2%2%5%1%1%3%*%1%-%-%1%2%

aaa

78116182743314515214*23194Construction
9%11%11%7%2%10%10%8%6%4%3%6%10%

aa

Wholesale and retail
trade: repair of motor

24225436329996136763117394137496vehicles / motor cycles
27%23%22%30%38%19%25%32%33%45%35%36%25%

ccbcb

31255222744464-856Hotels and restaurants
3%2%3%2%1%2%3%2%2%4%-%2%3%

a

Transportation storage
3163734162661717721794and communication

3%6%4%4%6%8%4%4%5%9%16%5%5%

bab

Financial intermediation
538812389269717122-12141and insurance

6%8%8%8%3%8%7%9%4%3%-%3%7%

ba

Real estate, rental and
115144212123246190203710240260business

13%13%13%12%13%14%13%10%10%11%16%11%13%

Public administration
9814-211324*-516and defence
1%1%1%-%1%*%1%1%1%*%-%1%1%

303051271344382-1060Educational services
3%3%3%2%3%4%3%1%2%2%-%3%3%

a

Healthcare and social
65571037979812203-20123work

7%5%6%7%3%2%7%6%6%3%-%5%6%

aacc
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Other community, social
and personal service

1021051666353415321326-29208activities
11%10%10%6%13%11%10%11%9%7%-%8%10%

b

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

Non-Governmental
306082*81964882*1090Organisations (NGOs)

3%6%5%*%3%6%4%4%2%2%*%3%5%

bb

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

2--2--2-2--22Other answers
*%-%-%2%-%-%*%-%*%-%-%*%*%

ac

2019362*63023--238Net: Agriculture
2%2%2%2%*%2%2%1%1%-%-%1%2%

a

7510112712343612119608457176Net: Manufacturing
8%9%8%13%13%11%8%10%17%9%29%15%9%

c

2423415244215--447Net: Utilities
3%2%2%5%1%1%3%*%1%-%-%1%2%

aaa

78116182743314515214*23194Net: Construction
9%11%11%7%2%10%10%8%6%4%3%6%10%

aa

273317436341158742970134466155589Net: Distribution
30%29%27%34%44%27%29%36%38%54%51%41%29%

cbcb

31255222744464-856Net: Hospitality
3%2%3%2%1%2%3%2%2%4%-%2%3%

a

538812389269717122-12141Net: Financial
6%8%8%8%3%8%7%9%4%3%-%3%7%

ba

351405627289212056266109222113756Net: Non-financial
39%37%39%28%36%37%38%34%31%26%17%30%38%

b

2--2--2-2--22Net: Other
*%-%-%2%-%-%*%-%*%-%-%*%*%

ac
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Agriculture, hunting and
*-21**-****138forestry
*%-%2%3%*%*%-%*%*%*%*%1%2%

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

---1-1-----15Mining and quarrying
-%-%-%2%-%1%-%-%-%-%-%1%*%

b

7*12421018811114171Manufacturing
9%3%11%9%4%13%3%17%24%16%7%9%9%

bdbdaba

Electricity / Gas /
2*211*-***1247Water supply
3%1%2%1%3%*%-%1%1%1%6%1%2%

cac

1111259144749120194Construction
15%9%11%10%19%17%17%15%13%13%9%13%10%

Wholesale and retail
trade: repair of motor

1442481011713822223496vehicles / motor cycles
19%25%21%17%19%13%32%26%22%32%13%15%25%

cdcab

2*5*35*1*11656Hotels and restaurants
3%2%5%*%5%7%2%2%1%1%4%4%3%

aa

Transportation storage
6*952313251994and communication
9%1%8%10%5%3%7%5%5%7%7%6%5%

Financial intermediation
619336*313316141and insurance
9%7%8%7%6%7%*%5%3%4%20%10%7%

acdcd

Real estate, rental and
821776142748222260business

11%17%15%15%13%17%10%15%13%12%14%15%13%

Public administration
-*1***----*116and defence
-%*%1%1%*%*%-%-%-%-%*%1%1%

**5214****1560Educational services
1%1%4%5%2%5%1%*%*%*%7%4%3%

ddacdc

Healthcare and social
414244122318123work
5%7%4%4%7%5%5%5%7%5%3%5%6%
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Other community, social
and personal service

12264673325*13208activities
16%10%5%8%12%8%12%7%5%7%1%8%10%

bb

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

Non-Governmental
*23433212211090Organisations (NGOs)
*%16%3%8%6%4%9%3%5%3%8%6%5%

bdbda

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

------------2Other answers
-%-%-%-%-%-%-%-%-%-%-%-%*%

*-21**-****138Net: Agriculture
*%-%2%3%*%*%-%*%*%*%*%1%2%

7*12521118811116176Net: Manufacturing
9%3%11%11%4%14%3%17%24%16%7%10%9%

bdbdab

2*211*-***1247Net: Utilities
3%1%2%1%3%*%-%1%1%1%6%1%2%

cac

1111259144749120194Net: Construction
15%9%11%10%19%17%17%15%13%13%9%13%10%

20433131214815927332589Net: Distribution
28%26%30%27%24%17%40%31%27%39%20%21%29%

cdcab

2*5*35*1*11656Net: Hospitality
3%2%5%*%5%7%2%2%1%1%4%4%3%

aa

619336*313316141Net: Financial
9%7%8%7%6%7%*%5%3%4%20%10%7%

acdcd

248361920318141019660756Net: Non-financial
33%52%32%40%40%38%38%29%30%27%33%39%38%

bdc

------------2Net: Other
-%-%-%-%-%-%-%-%-%-%-%-%*%
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Agriculture, hunting and
4211*274434738forestry
3%1%1%*%*%1%6%3%1%5%3%2%2%

adghijkijhij

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

*---*2**1---5Mining and quarrying
*%-%-%-%*%1%*%*%*%-%-%-%*%

a

7622231414852631825171Manufacturing
5%3%12%11%10%10%7%4%10%5%12%9%9%

eklekekkekekk

Electricity / Gas /
1073*24255-6247Water supply

8%4%2%*%1%3%2%4%2%-%4%1%2%

adfghijaiaiai

92391910152143061145194Construction
7%13%5%9%7%10%2%12%12%10%7%16%10%

ffjfffjfjfjffbfhijl

Wholesale and retail
trade: repair of motor

394848513731243053134873496vehicles / motor cycles
30%26%26%24%26%20%21%25%20%22%31%25%25%

dgdg

846174528*3856Hotels and restaurants
7%2%3%*%5%3%4%2%3%1%2%3%3%

eiiiii

Transportation storage
3777765822-81394and communication
3%4%4%3%5%4%4%7%8%-%5%5%5%

aijkl

Financial intermediation
87101915151182151310141and insurance
6%4%5%9%10%10%10%7%8%9%8%3%7%

aakakaaa

Real estate, rental and
23132533182715163571533260business
18%7%13%16%13%18%13%13%13%13%10%12%13%

kkbkk

Public administration
-123-25*1-2*16and defence
-%*%1%2%-%1%4%*%1%-%1%*%1%

aadehkl

493563148241360Educational services
3%5%1%2%4%2%1%3%3%3%3%4%3%

fjff

Healthcare and social
1131115666812111321123work
1%7%6%7%5%4%5%7%5%20%9%7%6%

lllllllladefghijkll
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Other community, social
and personal service

132931247161813244424208activities
10%16%17%12%5%10%16%11%9%7%2%8%10%

babdhabdhbhbabdhbbb

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

Non-Governmental
-141081146310381390Organisations (NGOs)
-%8%5%4%8%3%5%3%4%5%5%4%5%

degllldeglllllll

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

-----------22Other answers
-%-%-%-%-%-%-%-%-%-%-%1%*%

4211*274434838Net: Agriculture
3%1%1%*%*%1%6%3%1%5%3%3%2%

dghijkijhij

7622231516862731825176Net: Manufacturing
6%3%12%11%11%11%7%5%10%5%12%9%9%

eklekekekekekk

1073*24255-6247Net: Utilities
8%4%2%*%1%3%2%4%2%-%4%1%2%

adfghijaiaiai

92391910152143061145194Net: Construction
7%13%5%9%7%10%2%12%12%10%7%16%10%

ffjfffjfjfjffbfhijl

435554584437303875135686589Net: Distribution
33%30%29%28%31%25%26%31%29%22%36%30%29%

g

846174528*3856Net: Hospitality
7%2%3%*%5%3%4%2%3%1%2%3%3%

eiiiii

87101915151182151310141Net: Financial
6%4%5%9%10%10%10%7%8%9%8%3%7%

aakakaaa

4179818848575045912745104756Net: Non-financial
32%43%44%42%34%38%43%36%35%48%29%36%38%

blbdlbbdlb

-----------22Net: Other
-%-%-%-%-%-%-%-%-%-%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 4  (continuation)                                                                                                                                                      Page 99

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

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Agriculture, hunting and
63151438forestry
1%1%3%3%2%

cc

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

*32-5Mining and quarrying
*%1%*%-%*%

35514046171Manufacturing
7%10%8%9%9%

Electricity / Gas /
21613747Water supply

4%1%3%1%2%

ac

41454761194Construction
8%9%9%12%10%

d

Wholesale and retail
trade: repair of motor

135118108134496vehicles / motor cycles
27%24%22%27%25%

bb

1812151156Hotels and restaurants
4%2%3%2%3%

Transportation storage
1721352194and communication

3%4%7%4%5%

acd

Financial intermediation
25484027141and insurance

5%10%8%5%7%

add

Real estate, rental and
61786655260business
12%16%13%11%13%

a

Public administration
357216and defence
1%1%1%*%1%

1613121860Educational services
3%3%2%4%3%

Healthcare and social
24272645123work

5%5%5%9%6%

bcd

Other community, social
and personal service

73475632208activities
15%9%11%6%10%

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

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

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

Non-Governmental
2524192390Organisations (NGOs)

5%5%4%5%5%

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

---22Other answers
-%-%-%*%*%

63151438Net: Agriculture
1%1%3%3%2%

cc

35544146176Net: Manufacturing
7%11%8%9%9%

d

21613747Net: Utilities
4%1%3%1%2%

ac

41454761194Net: Construction
8%9%9%12%10%

d

152139143155589Net: Distribution
30%28%29%31%29%

1812151156Net: Hospitality
4%2%3%2%3%

25484027141Net: Financial
5%10%8%5%7%

add

202193185176756Net: Non-financial
40%39%37%35%38%

---22Net: Other
-%-%-%*%*%
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C1. To which industry does your organisation belong to?
Base: All

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

4445103429646657144417291794Head office
92%89%89%94%93%81%69%74%86%90%90%

cdcdebcde

4513284615357191206Branch / local office
8%11%11%6%7%19%31%26%14%10%10%

bababeaba
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

7690921536150154189290129572591091981794Head office
86%92%90%90%91%94%95%89%80%88%87%95%90%90%

cemeemecemcefjmeeceme

137101761610103433838621206Branch / local office
14%8%10%10%9%6%5%11%20%12%13%5%10%10%

bghjlggabcfghijklbghl
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

-179442813666761154553318944155351794Head office
-%100%95%88%89%82%80%90%97%93%88%92%90%

bafgfgbefghfgf

206-241828126115753213206Branch / local office
100%-%5%12%11%18%20%10%3%7%12%8%10%

abdcdehacdehdd
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

394253111611216821794Head office
91%87%90%89%90%90%

403612714192206Branch / local office
9%13%10%11%10%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

277705812341760*-1352624315171794Head office
91%89%90%88%90%100%-%100%91%100%86%91%90%90%

2884934202---*-424178206Branch / local office
9%11%10%12%10%-%-%-%9%-%14%9%10%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*43162047998109038956110886349681794Head office
100%100%100%93%74%87%90%92%90%92%89%90%89%90%

ccacac

---177116100464813170121206Branch / local office
-%-%-%7%26%13%10%8%10%8%11%10%11%10%

addfdf
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C4. Is your location the headquarters or a local branch / office?
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

101602572613991-**4785421794Head office
92%91%91%87%89%100%-%100%100%66%100%79%92%90%

115263851----2-245206Branch / local office
8%9%9%13%11%-%-%-%-%34%-%21%8%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

4510422261567155223825791591241911794Head office
84%90%89%90%90%91%93%97%93%94%89%92%90%

81222917717230*6101517206Branch / local office
16%10%11%10%10%9%7%3%7%6%11%8%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

210989730918937216160122601794Head office
100%89%89%91%91%93%86%91%89%97%90%

-13112301830316152206Branch / local office
-%11%11%9%9%7%14%9%11%3%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

56208144116049294114334362-785382591794Head office
97%90%90%92%90%89%100%94%90%92%-%87%89%93%90%

abc

*72933664115-73732-126418206Branch / local office
3%10%10%8%10%11%-%6%10%8%-%13%11%7%10%

caa
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C4. Is your location the headquarters or a local branch / office?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

1117163562276650702591872691794Head office
98%88%98%96%90%89%97%94%95%92%92%90%

*2*1669425141722206Branch / local office
2%12%2%4%10%11%3%6%5%8%8%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

142123247140123551595961173012871588119015591794Head office
90%90%89%89%39%90%90%91%90%91%91%91%90%90%

15925616533816998189124165122165206Branch / local office
10%10%11%11%61%10%10%9%10%9%9%9%10%10%
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

80299214519323228713181723117893351794Head office
88%91%89%95%90%90%90%89%89%90%72%89%90%

c

1061011735263215321408441206Branch / local office
12%9%11%5%10%10%10%11%11%10%28%11%10%

b
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

651310242477119413158121371794Head office
89%85%91%90%94%86%93%83%91%83%72%90%90%

acbbc

8211531118312515206Branch / local office
11%15%9%10%6%14%7%17%9%17%28%10%10%

ddaad
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

119160158192132123100116234551432611794Head office
92%87%85%92%93%82%87%94%89%96%93%91%90%

gjgjgjfgjkgggjgj

1123291610271672821127206Branch / local office
8%13%15%8%7%18%13%6%11%4%7%9%10%

eabehilabcdehile
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

4384484494591794Head office
88%90%90%92%90%

d

62525141206Branch / local office
12%10%10%8%10%

a
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C4. Is your location the headquarters or a local branch / office?
Base: All

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

48501154426217911185117941874Yes
100%100%98%97%90%99%99%98%100%93%94%

abaaaaaaa

*-215711***126126No
*%-%2%3%10%1%1%2%*%7%6%

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

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

8389971604154157176307157612871052001874Yes
94%92%95%94%93%96%88%95%97%93%97%91%91%94%

gggggabglabgl

585107117241844101019126No
6%8%5%6%7%4%12%5%3%7%3%9%9%6%

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

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

192168241714567141415453918645163311874Yes
93%94%92%94%94%100%96%91%96%95%92%81%94%

aeabcdefhaaaeaa

14112349243*25182137126No
7%6%8%6%6%*%4%9%4%5%8%19%6%

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

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

4152791150-18741874Yes
96%96%93%-%100%94%

aab

191193126-126No
4%4%7%100%-%6%

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

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

296758820381835*-1353025715781874Yes
97%96%91%100%94%100%-%100%100%100%100%97%93%94%

aaaiaiai

93285-126------9117126No
3%4%9%-%6%-%-%-%-%-%-%3%7%6%

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

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*4315275210671129424586116968410441874Yes
100%100%100%89%100%97%96%95%97%96%96%97%96%94%

dff

---2*247611123501945126No
-%-%-%11%*%3%4%5%3%4%4%3%4%6%

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

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

111742732894221-**57105631874Yes
97%99%96%97%94%100%-%100%100%100%100%100%96%94%

aca

*211928-------23126No
3%1%4%3%6%-%-%-%-%-%-%-%4%6%

dbd

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 6  (continuation)                                                                                                                                                     Page 124

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

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

5311142421631164233965851611341991874Yes
100%96%95%94%96%93%96%100%100%95%96%95%94%

abc

-50131137215--869126No
-%4%5%6%4%7%4%-%-%5%4%5%6%

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

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

212196433019639019170134581874Yes
100%99%96%97%95%97%100%96%98%94%94%

b

-245101112-624126No
-%1%4%3%5%3%-%4%2%6%6%

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

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

567386743464910013120359376-905852741874Yes
100%97%96%97%97%96%61%99%97%95%-%100%97%99%94%

aabb

-1940131943211218-*173126No
-%3%4%3%3%4%39%1%3%5%-%*%3%1%6%

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

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

1119163766081652752611962751874Yes
100%100%100%100%96%95%100%100%95%96%94%94%

acac

----2944-*12816126No
-%-%-%-%4%5%-%*%5%4%6%6%

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

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

1475246511457438516661016180213441657125616321874Yes
93%96%95%93%78%98%94%96%94%95%95%96%95%94%

abe

10411210918984311767965691126No
7%4%5%7%22%2%6%4%6%5%5%4%5%6%

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

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

8231051151398246308136618632784113541874Yes
91%96%93%100%95%96%93%96%93%97%86%94%94%

bacbb

8442111-13111067252222126No
9%4%7%-%5%4%7%4%7%3%14%6%6%

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

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

641310943487518463165161431874Yes
88%84%98%91%95%92%89%93%93%93%91%94%94%

acd

923427242529126No
12%16%2%9%5%8%11%7%7%7%9%6%6%

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

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

118169169201141145106112241561462691874Yes
90%92%91%96%100%96%92%91%92%99%95%93%94%

jlejlabdefgijkl

1215188-5101120*819126No
10%8%9%4%-%4%8%9%8%1%5%7%6%

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

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

4554874604721874Yes
91%97%92%94%94%

abdd

45134028126No
9%3%8%6%6%

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

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

123222*-11719Marketing
1%4%3%*%*%2%3%-%3%1%1%

ababaacac

Customer Relationship
*--1-1-**56Management
*%-%-%*%-%1%-%1%1%*%*%

aa

13-632*112730Customer Service
2%6%-%1%*%3%4%4%3%1%1%

aabcaa

*----1-**11Procurement
1%-%-%-%-%1%-%2%*%*%*%

aaab

6515198131576679Finance / Accounts
12%10%13%4%1%16%14%25%14%3%4%

abababaaaabdea

122243*122124Operations
2%5%2%1%1%4%4%5%3%1%1%

abaaaa

*--*21***23Facilities
*%-%-%*%*%1%4%1%*%*%*%

aabce

--*--**-*-*Mailroom
-%-%*%-%-%1%2%-%*%-%*%

aaa

Office Admin / Office
99238473366822429465Management

19%18%20%18%11%45%54%45%43%22%23%

aaaaaaa

Senior Management
(Managing Director,
Director, Business

29266932758216121312721288Owner)
60%51%59%72%84%20%10%10%26%66%64%

cdebcdecdcdebcde

*3*622**11820Sales
1%5%*%1%*%2%3%2%2%1%1%

abceaa

*--*-*--***Company Secretary
*%-%-%*%-%*%-%-%*%*%*%

a

General manager / site
*-**21**189manager
1%-%*%*%*%1%2%2%1%*%*%

aaa

-*--*----33Refused
-%1%-%-%*%-%-%-%-%*%*%

ab
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

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

*-311132-114951Other answers
*%-%2%2%2%3%-%4%3%3%3%

d

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 7  (continuation)                                                                                                                                                     Page 135

C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

11*171*-42*4*519Marketing
1%1%*%1%1%*%-%1%1%*%1%*%2%1%

gk

Customer Relationship
*-14*-12-*--16Management
*%-%1%*%*%-%1%1%-%*%-%-%1%*%

-12273*225182530Customer Service
-%1%2%2%2%*%1%1%3%1%3%2%2%1%

mmmfhmmmmm

*-1*---*--*-*1Procurement
*%-%1%*%-%-%-%*%-%-%*%-%*%*%

j

545656146148283379Finance / Accounts
6%4%5%4%3%9%3%4%5%3%3%3%1%4%

acacgj

22119242*2*71*24Operations
2%2%1%1%1%3%1%*%1%*%2%1%*%1%

affafaf

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

---**-------**Mailroom
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

Office Admin / Office
322131382423234805415631842465Management
36%22%30%22%26%20%17%25%34%23%21%16%19%23%

abcfghijabcghjlabcfghjl

l

Senior Management
(Managing Director,
Director, Business

45655811211081011422128344192881501288Owner)
51%66%56%65%66%61%71%65%52%68%65%77%68%64%

ekmekmemmekmekmemekmcefhjkmekm

11118*44*-*6-220Sales
1%1%1%1%*%3%2%*%-%*%2%-%1%1%

efff

--**--------**Company Secretary
-%-%*%*%-%-%-%-%-%-%-%-%*%*%

General manager / site
1**8-2211**-29manager
1%*%*%*%-%1%1%*%1%*%*%-%1%*%

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

j

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

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 7  (continuation)                                                                                                                                                     Page 136

C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

2224525776271851Other answers
2%3%2%3%1%3%3%2%3%3%2%1%4%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

4154146*-93-*-19Marketing
2%1%1%1%1%*%-%2%1%-%*%-%1%

a

Customer Relationship
141522-1----6Management
1%*%*%*%*%1%-%*%-%-%-%-%*%

624129912133-2*30Customer Service
3%1%*%2%1%1%3%2%1%-%1%*%1%

ab

*1*1---1*-*-1Procurement
*%*%*%*%-%-%-%*%*%-%*%-%*%

106921582010*261219179Finance / Accounts
5%4%5%4%3%7%*%4%6%1%5%3%4%

fhfhf

42042072281*5*24Operations
2%1%1%1%1%1%3%1%*%*%3%1%1%

dh

*3123*-*---*3Facilities
*%*%*%*%*%*%-%*%-%-%-%*%*%

**-**--*----*Mailroom
*%*%-%*%*%-%-%*%-%-%-%-%*%

Office Admin / Office
7239388377207434965511453465Management
35%22%20%24%27%31%7%16%28%24%25%7%23%

abaefaeffaefafaef

Senior Management
(Managing Director,
Director, Business

871201308981452804841911633106341288Owner)
42%67%68%63%60%57%86%71%60%69%60%88%64%

babcdeghbdghbcdegh

41651533*10*-4-20Sales
2%1%1%1%*%2%*%2%*%-%3%-%1%

hhdh

*****-----*-*Company Secretary
*%*%*%*%*%-%-%-%-%-%*%-%*%

General manager / site
37271-*23-3-9manager
1%*%1%*%*%-%*%*%2%-%2%-%*%

ahh

*2*3---12--*3Refused
*%*%*%*%-%-%-%*%1%-%-%1%*%

hh

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

1339153645**2-22-51Other answers
6%2%3%2%6%*%*%*%-%4%1%-%3%

abdefgdeg
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

746-1919Marketing
2%1%1%-%1%1%

a

Customer Relationship
221-66Management
1%1%*%-%*%*%

622222830Customer Service
1%1%2%1%1%1%

1**-11Procurement
*%*%*%-%*%*%

14154927779Finance / Accounts
3%5%4%2%4%4%

861012324Operations
2%2%1%1%1%1%

a

**2-33Facilities
*%*%*%-%*%*%

*-*-**Mailroom
*%-%*%-%*%*%

Office Admin / Office
1057927619446465Management

24%27%22%15%24%23%

ab

Senior Management
(Managing Director,
Director, Business

2741678229811911288Owner)
63%58%66%77%64%64%

ba

7211-2020Sales
2%1%1%-%1%1%

*-*-**Company Secretary
*%-%*%-%*%*%

General manager / site
243-99manager
1%1%*%-%1%*%

a

*-3*23Refused
*%-%*%*%*%*%

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

783644851Other answers
2%3%3%3%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

7102*18-----*71219Marketing
2%1%*%1%1%-%-%-%-%-%2%2%1%1%

aaai

Customer Relationship
14--6------146Management
*%1%-%-%*%-%-%-%-%-%-%*%*%*%

a

71013-30------72330Customer Service
2%1%1%-%2%-%-%-%-%-%-%2%1%1%

1*-*1-----*1*1Procurement
*%*%-%*%*%-%-%-%-%-%*%*%*%*%

a

154321178*-*-**156479Finance / Accounts
5%5%2%2%4%100%-%41%-%1%2%5%4%4%

aa

6136322---*2*31924Operations
2%2%1%7%1%-%-%-%10%39%1%1%1%1%

aabi

**2*3-----**23Facilities
*%*%*%1%*%-%-%-%-%-%1%*%*%*%

*--**---*--*-*Mailroom
*%-%-%1%*%-%-%-%9%-%-%*%-%*%

ai

Office Admin / Office
672161822463---**265398465Management
22%27%20%6%24%-%-%-%4%4%6%24%23%23%

accjcjcj

Senior Management
(Managing Director,
Director, Business

185453650291259--*232415611031288Owner)
61%57%72%76%64%-%-%59%78%56%80%58%65%64%

bcabibabib

785*20-----*71320Sales
2%1%1%1%1%-%-%-%-%-%1%3%1%1%

abai

*-*-*------***Company Secretary
*%-%*%-%*%-%-%-%-%-%-%*%*%*%

General manager / site
25328-----2*79manager
1%1%*%5%*%-%-%-%-%-%6%*%*%*%

abiabi

-21-3-------33Refused
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

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

62620*51-----*54651Other answers
2%3%2%1%3%-%-%-%-%-%1%2%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

----*28111191091019Marketing
-%-%-%-%1%4%1%1%2%1%1%1%1%1%

aacf

Customer Relationship
-----*31123236Management
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

---*2119167152152130Customer Service
-%-%-%1%6%1%2%1%2%2%2%1%2%1%

abbb

------11*111*1Procurement
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

*-*1214150152445304279Finance / Accounts
100%-%5%4%6%3%4%4%4%4%4%4%4%4%

----*2131591115101524Operations
-%-%-%-%1%4%1%1%2%2%1%1%1%1%

a

---**-221*3133Facilities
-%-%-%2%*%-%*%*%*%*%*%*%*%*%

a

------********Mailroom
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Office Admin / Office
--110917302286114131340202315465Management
-%-%41%61%32%32%27%24%26%22%28%29%29%23%

abcddfdfdf

Senior Management
(Managing Director,
Director, Business

-41411296717562533957224146241288Owner)
-%100%52%26%39%55%60%64%58%65%59%59%57%64%

dcdabceabce

---1-*7127886820Sales
-%-%-%6%-%*%1%1%2%1%1%1%1%1%

abc

------***-****Company Secretary
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

General manager / site
---*-*86*28589manager
-%-%-%*%-%*%1%1%*%*%1%1%1%*%

------*3--*-*3Refused
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

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

--**4*362917941183851Other answers
-%-%2%*%15%1%3%2%4%2%3%3%4%3%

abdddd
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

*2241-----*2719Marketing
3%1%1%1%*%-%-%-%-%-%3%17%1%1%

Customer Relationship
-2*1-------*26Management
-%1%*%*%-%-%-%-%-%-%-%1%*%*%

a

-5476------*1530Customer Service
-%3%1%2%1%-%-%-%-%-%-%1%3%1%

--1**-------11Procurement
-%-%*%*%*%-%-%-%-%-%-%-%*%*%

18141210*-*--**2479Finance / Accounts
8%4%5%4%2%24%-%30%-%-%2%3%4%4%

a

-3832*-*-2-*924Operations
-%1%3%1%*%10%-%13%-%35%-%3%2%1%

a

-***2-------*3Facilities
-%*%*%*%*%-%-%-%-%-%-%-%*%*%

-*----------**Mailroom
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

Office Admin / Office
3607880120*--*-*2129465Management

23%34%27%27%27%22%-%-%100%-%2%21%22%23%

abc

Senior Management
(Managing Director,
Director, Business

783165187279*-*-3653801288Owner)
61%48%58%63%62%44%-%56%-%65%94%54%65%64%

ddd

-3321-------820Sales
-%2%1%1%*%-%-%-%-%-%-%-%1%1%

a

-*--*--------*Company Secretary
-%*%-%-%*%-%-%-%-%-%-%-%-%*%

General manager / site
-2*15----*-*29manager
-%1%*%*%1%-%-%-%-%1%-%*%*%*%

cc

--*----------3Refused
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

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

*79124-------951Other answers
4%4%3%*%5%-%-%-%-%-%-%-%2%3%

bbb
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

*10316**8**15219Marketing
1%1%1%1%*%1%2%8%*%*%4%1%1%

cacd

Customer Relationship
-3151-1-*1**6Management
-%*%*%*%1%-%*%-%*%1%*%*%*%

-216243*12-62*730Customer Service
-%2%2%1%2%*%3%-%7%1%*%4%1%

bcb

*1*1*-*-*-**1Procurement
*%*%*%*%*%-%*%-%*%-%*%*%*%

143146510212*2661179Finance / Accounts
3%4%5%4%6%9%3%3%2%3%4%5%4%

a

2139151*10-46*124Operations
5%1%3%1%1%*%3%-%5%4%*%*%1%

aaabab

-3-3*-----**3Facilities
-%*%-%*%*%-%-%-%-%-%*%*%*%

-****-*-*---*Mailroom
-%*%*%*%*%-%*%-%1%-%-%-%*%

Office Admin / Office
193214641961662117371957465Management
36%28%18%24%36%24%15%15%20%22%14%27%23%

babb

Senior Management
(Managing Director,
Director, Business

26695162112591152884491121061231288Owner)
49%60%64%65%53%61%70%74%58%66%76%59%64%

cacd

*8416*-8-211420Sales
*%1%2%1%*%-%2%-%3%*%1%2%1%

c

-*-*--------*Company Secretary
-%*%-%*%-%-%-%-%-%-%-%-%*%

General manager / site
4564*-2-*2**9manager
7%*%2%*%*%-%1%-%*%1%*%*%*%

aa
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

-*-3--------3Refused
-%*%-%*%-%-%-%-%-%-%-%-%*%

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

*41447216-421351Other answers
*%4%2%3%1%4%2%-%4%1%*%1%3%

b
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-17554-55*19Marketing
-%*%1%1%3%1%-%3%4%*%1%

Customer Relationship
-*3311-*1-6Management
-%*%*%1%1%*%-%*%1%-%*%

-*16696287230Customer Service
-%*%2%2%4%2%8%4%5%4%1%

a

-*****-**-1Procurement
-%*%*%*%*%*%-%*%*%-%*%

-541141014*88579Finance / Accounts
-%4%4%4%5%4%1%4%6%8%4%

-114265*46*24Operations
-%1%1%*%3%1%*%2%4%*%1%

-*3******-3Facilities
-%*%*%*%*%*%*%*%*%-%*%

-*****-**-*Mailroom
-%*%*%*%*%*%-%*%*%-%*%

Office Admin / Office
238301784685635336465Management

100%31%30%23%22%21%30%20%24%10%23%

aaa

Senior Management
(Managing Director,
Director, Business

-73567223120275910969471288Owner)
-%60%56%66%58%68%50%62%50%77%64%

bbb

-*8*25**2*20Sales
-%*%1%*%1%1%*%*%2%*%1%

--*-------*Company Secretary
-%-%*%-%-%-%-%-%-%-%*%

General manager / site
-2832*222-9manager
-%2%1%1%1%*%10%1%1%-%*%

a

--**------3Refused
-%-%*%*%-%-%-%-%-%-%*%

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

-138636-53-51Other answers
-%1%4%2%2%2%-%3%2%-%3%

ac
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

*758810-239-15619Marketing
6%1%1%2%1%1%-%2%1%2%-%1%1%2%1%

b

Customer Relationship
-33223-*21-*226Management
-%*%*%*%*%*%-%*%1%*%-%*%*%1%*%

-121711521-479-*4230Customer Service
-%2%2%3%1%2%-%3%2%2%-%*%1%1%1%

bb

-11*1*-***-11*1Procurement
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

*2933172841*51220-5261379Finance / Accounts
1%4%4%4%4%4%6%4%3%5%-%5%4%5%4%

-795813-279-*9424Operations
-%1%1%1%1%1%-%2%2%2%-%1%2%1%1%

-12*13-***-*1*3Facilities
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-*****-***-****Mailroom
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

Office Admin / Office
120923897190304*249076-3018761465Management

27%30%26%22%28%29%3%20%24%19%-%34%31%22%23%

accaa

Senior Management
(Managing Director,
Director, Business

2384555291396597476231262-493381811288Owner)
35%56%61%65%59%57%91%63%62%66%-%54%56%65%64%

babbc

-67568-373-16120Sales
-%1%1%1%1%1%-%3%2%1%-%1%1%*%1%

-**-**------***Company Secretary
-%*%*%-%*%*%-%-%-%-%-%-%*%*%*%

General manager / site
-36256-222-2529manager
-%*%1%1%1%1%-%2%1%1%-%2%1%1%*%

-**--*--------3Refused
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

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

2282981738-183-118351Other answers
31%4%3%2%3%4%-%1%2%1%-%1%3%1%3%

c
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

--**71*241419Marketing
-%-%2%1%1%*%*%3%1%*%1%1%

ab

Customer Relationship
--*-13--*116Management
-%-%*%-%*%*%-%-%*%*%*%*%

--*-12142243430Customer Service
-%-%*%-%2%2%3%3%1%2%1%1%

-*--*1*****1Procurement
-%1%-%-%*%*%*%*%*%*%*%*%

1-*13131121171279Finance / Accounts
6%-%3%2%4%4%3%2%4%3%4%4%

*--*10113225424Operations
2%-%-%1%1%1%5%3%1%3%1%1%

accc

----12---**3Facilities
-%-%-%-%*%*%-%-%-%*%*%*%

----******-*Mailroom
-%-%-%-%*%*%*%*%*%*%-%*%

Office Admin / Office
25892002331016455762465Management

21%28%50%25%29%27%19%21%17%28%21%23%

ac

Senior Management
(Managing Director,
Director, Business

81372638652332472031211941288Owner)
68%71%45%71%56%61%63%63%74%59%67%64%

babdeb

-*-*861*12320Sales
-%*%-%*%1%1%2%*%*%1%1%1%

c

----**-----*Company Secretary
-%-%-%-%*%*%-%-%-%-%-%*%

General manager / site
*--*36222229manager
*%-%-%*%*%1%4%3%1%1%1%*%

ac

----**-----3Refused
-%-%-%-%*%*%-%-%-%-%-%*%

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

*---2927-125451Other answers
2%-%-%-%4%3%-%2%1%2%1%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

144-16-9171217151591519Marketing
1%2%-%1%-%2%1%1%1%1%1%1%1%1%

ab

Customer Relationship
4115-134645456Management
*%*%2%*%-%*%*%*%*%*%*%*%*%*%

a

272*25-72511232123202330Customer Service
2%1%*%2%-%2%1%1%1%1%1%2%1%1%

*1-1-*1*11***1Procurement
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

647264-137643775876607479Finance / Accounts
4%3%4%4%-%3%4%4%4%4%4%5%4%4%

136*16-42217231624152224Operations
1%2%*%1%-%1%1%2%1%1%1%1%1%1%

b

3*-1-*3*323333Facilities
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

*--*-*********Mailroom
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

Office Admin / Office
382556384189431237448327430339421465Management

24%21%11%25%22%23%24%22%23%23%25%26%24%23%

b

Senior Management
(Managing Director,
Director, Business

100117541984225111127001239914110380810871288Owner)
63%68%77%63%39%64%63%66%65%65%63%62%63%64%

a

16--15-81910191319131920Sales
1%-%-%1%-%2%1%1%1%1%1%1%1%1%

*--*--********Company Secretary
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

General manager / site
62-72293989999manager
*%1%-%*%38%1%1%*%*%1%1%1%1%*%

3--3--11311*13Refused
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

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

444343-74420503043304351Other answers
3%2%5%3%-%2%3%2%3%2%2%2%3%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

1181513113524*419Marketing
1%1%1%1%1%*%1%2%1%5%1%1%1%

bcb

Customer Relationship
334*1-411**16Management
*%*%*%*%*%-%*%1%*%*%1%*%*%

151528*1226182-930Customer Service
2%1%2%*%*%1%2%1%2%2%-%2%1%

1*1-1*1-**-*1Procurement
*%*%*%-%*%*%*%-%*%*%-%*%*%

3742674917566155*1879Finance / Accounts
4%4%4%4%3%5%4%3%4%5%2%5%4%

121215453156741624Operations
1%1%1%4%2%1%1%3%2%5%6%2%1%

cbc

123***2**--*3Facilities
*%*%*%*%*%*%*%*%*%-%-%*%*%

***--**--*-**Mailroom
*%*%*%-%-%*%*%-%-%*%-%*%*%

Office Admin / Office
165300405133893331397111274465Management

18%27%25%13%15%29%22%20%20%12%17%20%23%

babab

Senior Management
(Managing Director,
Director, Business

6216671011731951869651242335762501288Owner)
68%61%62%74%75%58%66%64%66%66%47%66%64%

accc

1281721315222-220Sales
1%1%1%2%*%1%1%1%1%2%-%1%1%

***---*-----*Company Secretary
*%*%*%-%-%-%*%-%-%-%-%-%*%

General manager / site
1862264*6-249manager
*%1%*%2%1%2%*%*%2%-%14%1%*%

bcab

123--21-----3Refused
*%*%*%-%-%1%*%-%-%-%-%-%*%

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

272448*37377722751Other answers
3%2%3%*%1%2%3%4%2%2%13%2%3%
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

*-**1**1*1-119Marketing
*%-%*%*%1%*%2%2%1%1%-%1%1%

Customer Relationship
1--------1--6Management
1%-%-%-%-%-%-%-%-%2%-%-%*%

a

1*1**2***1*230Customer Service
1%1%1%*%1%2%1%1%1%1%*%1%1%

--*--*-*****1Procurement
-%-%*%-%-%*%-%*%*%*%*%*%*%

**8214*3142779Finance / Accounts
*%2%7%4%1%5%1%7%2%5%14%5%4%

dddacd

*-1****-*1*124Operations
*%-%1%*%1%*%2%-%1%1%*%*%1%

******-****13Facilities
*%*%*%*%1%*%-%*%*%*%1%*%*%

------------*Mailroom
-%-%-%-%-%-%-%-%-%-%-%-%*%

Office Admin / Office
14330141219391114841465Management
19%22%27%31%24%23%16%19%34%20%47%27%23%

dcac

Senior Management
(Managing Director,
Director, Business

541066303455153520476951288Owner)
75%67%59%63%68%67%72%70%60%68%34%63%64%

bbbb

**1--*-*****20Sales
*%*%1%-%-%*%-%*%*%*%*%*%1%

--*--*-----**Company Secretary
-%-%*%-%-%*%-%-%-%-%-%*%*%

General manager / site
1-2********19manager
1%-%1%*%*%*%1%*%*%*%2%*%*%

------------3Refused
-%-%-%-%-%-%-%-%-%-%-%-%*%

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

*12*111**1*451Other answers
*%8%2%1%2%2%5%1%1%2%1%3%3%

ada
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

4*3-2-*1122419Marketing
3%*%2%-%1%-%*%1%*%3%2%1%1%

dfgikdgi

Customer Relationship
2***-*-11--*6Management
2%*%*%*%-%*%-%1%*%-%-%*%*%

*262*-41322830Customer Service
*%1%3%1%*%-%3%1%1%3%2%3%1%

dghlghlgg

*1--**--*---1Procurement
*%*%-%-%*%*%-%-%*%-%-%-%*%

28684531111251579Finance / Accounts
1%5%3%4%3%4%2%9%4%3%3%5%4%

bdfghjl

-145131-2--824Operations
-%*%2%2%1%2%1%-%1%-%-%3%1%

edel

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

d

----*------**Mailroom
-%-%-%-%*%-%-%-%-%-%-%*%*%

Office Admin / Office
223643563746292462103268465Management
17%20%23%27%27%31%25%19%24%17%20%24%23%

lbdekl

Senior Management
(Managing Director,
Director, Business

8812511613086887579172421111761288Owner)
68%68%62%63%61%59%65%65%66%74%72%61%64%

agh

4421412-2--120Sales
3%2%1%*%3%*%2%-%1%-%-%*%1%

abdeaeade

--*-----*---*Company Secretary
-%-%*%-%-%-%-%-%*%-%-%-%*%

General manager / site
--2-22--3--19manager
-%-%1%-%1%1%-%-%1%-%-%*%*%

-------*--*23Refused
-%-%-%-%-%-%-%*%-%-%*%1%*%

d

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

664664264-1751Other answers
4%3%2%3%4%3%2%5%1%-%1%2%3%

dd
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C6. Please could you tell me which type of department you work in?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

722819Marketing
1%*%*%2%1%

bbc

Customer Relationship
212*6Management
*%*%*%*%*%

9271230Customer Service
2%*%1%2%1%

cc

1**-1Procurement
*%*%*%-%*%

1617252179Finance / Accounts
3%3%5%4%4%

493824Operations
1%2%1%2%1%

2-113Facilities
*%-%*%*%*%

-*-**Mailroom
-%*%-%*%*%

Office Admin / Office
102140114109465Management

20%28%23%22%23%

abd

Senior Management
(Managing Director,
Director, Business

3293043263291288Owner)
66%61%65%66%64%

1054120Sales
2%1%1%*%1%

aba

*-*-*Company Secretary
*%-%*%-%*%

General manager / site
24319manager
*%1%1%*%*%

--*33Refused
-%-%*%1%*%

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

161512851Other answers
3%3%2%2%3%
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C6. Please could you tell me which type of department you work in?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Post is used mainly for
administrative needs and
is not core to our

25317028146045593111981243service delivery
52%62%60%62%66%57%45%49%62%62%62%

eedcdcde

Post is critical for our
customer communications
and/or statements but is

12925748414258276290not core to our business
26%19%22%16%12%18%15%27%15%14%14%

abaaabde

Post is core to our
business operations
(i.e. our business could

1092098136204412413433not function without it)
22%19%17%21%20%25%36%23%24%22%22%

abce

--23121**-3334Don't Know
-%-%2%1%2%1%3%1%-%2%2%

bebb
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Post is used mainly for
administrative needs and
is not core to our

52646410648210412021311447186651331243service delivery
58%65%62%62%50%63%60%66%70%73%63%57%61%62%

iiiiibijmimii

Post is critical for our
customer communications
and/or statements but is

161216247311822411711531538290not core to our business
18%12%15%14%19%11%11%13%11%17%18%13%17%14%

Post is core to our
business operations
(i.e. our business could

21212336948405465295503146433not function without it)
24%21%22%22%29%24%27%20%18%8%17%27%21%22%

ddddcdefjdcddcdd

*1*3252351284234Don't Know
1%1%*%2%3%1%1%2%1%3%3%3%1%2%

kkkkmkm
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Post is used mainly for
administrative needs and
is not core to our

1271116253990503674432913835105231243service delivery
62%62%56%64%66%47%78%56%71%75%59%60%62%

bbegabeghbegbegg

Post is critical for our
customer communications
and/or statements but is

362535923111244573351154290not core to our business
18%14%13%15%15%31%8%12%18%3%9%11%14%

bcabcdefhcbcef

Post is core to our
business operations
(i.e. our business could

4039412830513330816819105311433not function without it)
19%22%28%20%18%21%14%29%10%22%30%28%22%

adddfhddfghdfh

33112229-*192-3-34Don't Know
1%2%3%1%1%-%1%3%1%-%2%-%2%

gh
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Post is used mainly for
administrative needs and
is not core to our

--12439311501243service delivery
-%-%100%73%61%62%

bca

Post is critical for our
customer communications
and/or statements but is

-290-11279290not core to our business
-%100%-%9%15%14%

ac

Post is core to our
business operations
(i.e. our business could

433--19415433not function without it)
100%-%-%15%22%22%

ab

---43034Don't Know
-%-%-%3%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Post is used mainly for
administrative needs and
is not core to our

6142675611242---**16011821243service delivery
20%54%84%2%63%-%-%-%9%1%2%23%70%62%

cbcbcjcjbcij

Post is critical for our
customer communications
and/or statements but is

54162741288--*-*153236290not core to our business
18%21%8%3%15%-%-%41%-%3%3%20%14%14%

aacjacijcj

Post is core to our
business operations
(i.e. our business could

1871905636397*-*3429150247433not function without it)
61%24%6%94%20%100%-%59%91%95%95%56%15%22%

abaabiaabiai

31219*34-----*33134Don't Know
1%1%2%1%2%-%-%-%-%-%1%1%2%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Post is used mainly for
administrative needs and
is not core to our

---59226676361692677023226331243service delivery
-%-%-%28%33%40%60%53%39%44%58%46%58%62%

bcdbdebdefebdef

Post is critical for our
customer communications
and/or statements but is

-2*55619320610995212149189290not core to our business
-%50%3%31%19%11%17%17%25%16%17%21%17%14%

bacdfacdf

Post is core to our
business operations
(i.e. our business could

*2371326250342156237301228264433not function without it)
100%50%97%41%47%49%22%29%36%39%25%32%24%22%

aaaacacfabcfacf

----*-4611044334Don't Know
-%-%-%-%1%-%*%*%*%2%*%1%*%2%

abcef
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Post is used mainly for
administrative needs and
is not core to our

338135189337----2**2641243service delivery
27%22%48%63%75%-%-%-%-%34%7%1%45%62%

dcdbcd

Post is critical for our
customer communications
and/or statements but is

359584546*-*--2291290not core to our business
28%34%21%15%10%10%-%13%-%-%31%22%16%14%

abcaba

Post is core to our
business operations
(i.e. our business could

578906167*-**448222433not function without it)
45%44%32%20%15%90%-%87%100%66%62%77%38%22%

abcaba

-*-4--------1034Don't Know
-%*%-%1%-%-%-%-%-%-%-%-%2%2%

ac
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Post is used mainly for
administrative needs and
is not core to our

29673133110995191521861691291243service delivery
54%58%52%64%56%77%37%12%9%36%49%62%62%

baacdcdbcd

Post is critical for our
customer communications
and/or statements but is

102013625429363*7392029290not core to our business
19%17%14%15%17%10%15%7%8%23%15%14%14%

abd

Post is core to our
business operations
(i.e. our business could

1428777356463189470665045433not function without it)
27%25%30%20%27%12%46%81%83%39%36%22%22%

abcabcaa

-4825*-7--4-634Don't Know
-%*%3%1%*%-%2%-%-%2%-%3%2%

abb
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Post is used mainly for
administrative needs and
is not core to our

2505881739517288263171243service delivery
100%41%58%51%46%43%45%46%46%28%62%

acca

Post is critical for our
customer communications
and/or statements but is

-26176662867424186290not core to our business
-%21%17%19%14%17%23%14%13%11%14%

Post is core to our
business operations
(i.e. our business could

-4624298791586715638433not function without it)
-%37%24%29%38%39%32%40%41%61%22%

abbb

-*2355----34Don't Know
-%*%*%1%2%1%-%-%-%-%2%

b
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Post is used mainly for
administrative needs and
is not core to our

2396517184303611429141180-292731211243service delivery
32%57%57%41%45%59%89%24%38%46%-%32%45%44%62%

bccbccc

Post is critical for our
customer communications
and/or statements but is

*12116774143182-236958-1813455290not core to our business
3%17%18%17%21%17%-%19%19%15%-%20%22%20%14%

ac

Post is core to our
business operations
(i.e. our business could

3173220185218248*67156150-4419198433not function without it)
64%25%24%41%33%24%11%56%42%38%-%48%32%35%22%

abaabab

-23543-257--3334Don't Know
-%*%*%1%1%*%-%1%1%2%-%-%*%1%2%

a
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

Post is used mainly for
administrative needs and
is not core to our

16322383476815117761091243service delivery
7%32%18%61%56%55%15%19%43%37%38%62%

dedede

Post is critical for our
customer communications
and/or statements but is

24761261531616473758290not core to our business
19%24%44%16%18%18%31%21%17%18%20%14%

abc

Post is core to our
business operations
(i.e. our business could

9868177227284310691124433not function without it)
74%44%38%23%26%26%54%57%39%45%42%22%

acabc

---*34*24**34Don't Know
-%-%-%1%*%*%*%3%1%*%*%2%

aba
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Post is used mainly for
administrative needs and
is not core to our

1041112251001120110836101187822106075410401243service delivery
66%43%48%64%25%51%61%58%62%58%60%57%60%62%

abaccbd

Post is critical for our
customer communications
and/or statements but is

2175314215-62256169282215264216262290not core to our business
14%21%27%14%-%16%15%16%15%15%15%16%15%14%

ba

Post is core to our
business operations
(i.e. our business could

29791143364125399274422363405330399433not function without it)
19%35%25%21%75%32%23%26%22%26%23%25%23%22%

babbee

241-14-5265281224122234Don't Know
2%1%-%1%-%1%1%*%1%1%1%1%1%2%

a
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Post is used mainly for
administrative needs and
is not core to our

584659106835130212959661933152001243service delivery
64%60%66%36%50%66%65%34%55%36%37%53%62%

aabbaaa

Post is critical for our
customer communications
and/or statements but is

98192241143349195403717243290not core to our business
11%18%15%14%13%15%13%21%10%20%14%12%14%

bbb

Post is core to our
business operations
(i.e. our business could

20822529247895429187113363129433not function without it)
23%21%18%48%35%17%20%45%32%42%20%34%22%

accbc

17162426526-824534Don't Know
2%1%1%2%2%2%2%-%2%2%29%1%2%

aa
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Post is used mainly for
administrative needs and
is not core to our

52975232749920142713901243service delivery
71%63%67%49%55%60%46%41%40%40%76%59%62%

aaaaacdcd

Post is critical for our
customer communications
and/or statements but is

9315910133829329290not core to our business
13%23%14%20%20%16%12%16%7%14%16%19%14%

d

Post is core to our
business operations
(i.e. our business could

112201513199211833132433not function without it)
14%15%18%31%25%23%42%43%52%47%8%21%22%

bdcdcdababb

1-2--1-----134Don't Know
1%-%2%-%-%1%-%-%-%-%-%1%2%
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Post is used mainly for
administrative needs and
is not core to our

801311181266985638916835931861243service delivery
62%72%63%60%49%57%55%72%64%62%60%64%62%

hbfghihhbfghifhfh

Post is critical for our
customer communications
and/or statements but is

16142835262921173862138290not core to our business
12%8%15%17%19%19%18%13%15%11%13%13%14%

kkkkkk

Post is core to our
business operations
(i.e. our business could

293637474436281852103465433not function without it)
22%20%20%22%31%24%24%14%20%18%22%22%22%

dejkeee

624*2*4*367-34Don't Know
4%1%2%*%2%*%3%*%1%10%5%-%2%

adegiaaaegiaadeghijkadegi
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Post is used mainly for
administrative needs and
is not core to our

3292803193141243service delivery
66%56%64%63%62%

ccc

Post is critical for our
customer communications
and/or statements but is

58907665290not core to our business
12%18%15%13%14%

ad

Post is core to our
business operations
(i.e. our business could

10112697108433not function without it)
20%25%19%22%22%

b

11371334Don't Know
2%1%1%3%2%

cc
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C7. Which one of the following statements best describes the role of postal services to your organisation?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

837263011137105116Yes
16%6%6%6%4%14%12%17%13%5%6%

abcdaaaa

3744108419656628134117501812No
78%89%93%92%95%77%76%72%79%91%91%

eeebdebcde

33111671246571Don't know
6%5%1%2%1%8%12%10%7%3%4%

abcaaaaaa
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

6689711871818316512116Yes
6%6%8%6%6%5%4%5%11%4%5%4%5%6%

cfgjl

8086901555152149187301134612681051981812No
91%88%88%91%92%91%94%93%83%93%90%92%90%91%

eeeeekekee

364593755102144971Don't know
3%6%4%3%2%4%3%2%6%3%5%4%4%4%

fifif
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

15102219637964111184116Yes
7%6%5%6%5%6%10%7%6%2%4%9%6%

h

176163742013926851235052717846167351812No
85%91%93%90%91%87%89%89%92%97%95%90%91%

bagegh

165611613491215*1*71Don't know
8%3%2%4%5%7%1%4%3%1%1%*%4%

abbb
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

592038*116116Yes
13%7%3%*%6%6%

abab

357254117312516881812No
82%88%94%99%90%91%

cbca

18153227071Don't know
4%5%3%1%4%4%

a
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

60292716100*-*12134456116Yes
20%4%3%42%5%100%-%59%23%45%43%17%3%6%

ababiaabiai

236720856221791--*231721415761812No
77%91%95%57%91%-%-%41%68%54%56%80%93%91%

cbcbcjcjbcij

84122*71---***86371Don't know
3%5%2%1%4%-%-%-%9%1%1%3%4%4%

ac
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

**322665813953775966116Yes
100%5%91%10%8%11%6%7%9%9%6%8%6%6%

aacaca

-3*1524421007107938053410936139741812No
-%95%7%89%89%77%90%91%87%88%90%87%90%91%

bbde

--**164230162249314871Don't know
-%-%2%1%3%12%4%2%4%4%4%4%4%4%

afff
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

2232014191-**25442116Yes
16%13%7%5%4%100%-%100%100%31%75%36%7%6%

abca

9139251275417----4265221812No
84%79%88%92%93%-%-%-%-%69%25%62%89%91%

ddcd

-13121014------*2271Don't know
-%7%4%3%3%-%-%-%-%-%-%2%4%4%

ab
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

968358171452251592116Yes
17%6%14%5%4%4%11%32%29%9%6%1%6%

aacabcaa

3910532051607153233573591441261991812No
72%90%80%92%89%95%87%65%70%85%91%96%91%

bbddbcd

643145611*9*1104771Don't know
11%4%6%3%7%1%2%3%1%6%3%3%4%

aaad
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-10582630238272114116Yes
-%8%6%8%14%6%42%16%15%23%6%

aa

210390429616936511144110471812No
100%84%90%87%82%91%57%81%80%77%91%

cbb

-94618814*56*71Don't know
-%7%5%5%4%3%1%3%4%1%4%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

14850355562*132738-124925116Yes
20%7%6%8%8%6%2%11%7%10%-%14%8%9%6%

ab

46138193965849394102329340-725222391812No
78%89%90%88%88%90%98%85%89%86%-%79%87%86%91%

cc

*3138172843-51516-6301371Don't know
2%5%4%4%4%4%-%4%4%4%-%7%5%5%4%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

3546504948221817116Yes
22%26%25%17%7%6%8%10%8%9%6%6%

914123061177746642421792651812No
76%74%75%83%89%90%88%85%89%88%91%91%

*--*283423971071Don't know
2%-%-%1%4%4%4%4%3%3%3%4%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

7627282-39103661109110779105116Yes
5%11%4%5%-%10%6%6%6%6%6%6%6%6%

bab

145322251143553361597955174412731579118915561812No
92%86%96%92%100%86%91%90%91%90%90%91%90%91%

acc

518*49-176539654767436371Don't know
3%3%*%3%-%4%4%4%3%3%4%3%4%4%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

62547111321671293621148116Yes
7%5%4%11%12%5%5%15%10%24%5%13%6%

accbcb

815998149986217300134515629863123121812No
90%91%92%88%84%94%91%81%85%73%93%83%91%

aaaa

304154*103568172*1671Don't know
3%4%3%1%4%1%4%4%5%3%2%4%4%

cc
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

3154544466210116Yes
4%5%4%8%10%5%19%7%19%9%11%6%6%

acac

651410342437316422458151331812No
89%94%92%89%85%89%76%86%71%84%87%88%91%

bddd

5*51251435*971Don't know
7%*%4%3%5%6%5%7%10%7%2%6%4%
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

6117121210661221319116Yes
4%6%4%6%8%7%5%5%5%3%8%7%6%

123169172192126133107113238511332551812No
95%92%92%92%89%88%93%92%91%90%86%88%91%

abg

1384472411481571Don't know
1%2%4%2%3%5%2%3%4%7%5%5%4%

lllll
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C8. Do you have an Account Manager with your postal services provider?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

24342533116Yes
5%7%5%7%6%

4644514584391812No
93%90%92%88%91%

aa

1215172771Don't know
2%3%3%5%4%

d
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C8. Do you have an Account Manager with your postal services provider?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Under £10
(under £120

51935183407141210891905pa)                 (5)
10%38%30%40%59%17%13%10%20%46%45%

eecebcdeccbcde

£10 - £24
(£120 - £299

89218611413139374387pa)                (17)
17%18%18%19%16%16%12%16%17%19%19%

e

£25 - £49
(£300 - £599

6618586712138219231pa)                (37)
13%13%15%13%10%15%11%18%15%11%12%

aaa

£50 - £99
(£600 - £1,199

10512463312129160172pa)                (75)
21%9%10%10%5%15%9%12%17%8%9%

abcdaaaad

£100 - £199
(£1,200 - £2

6513382910226116126,399 pa)          (150)
13%11%11%8%4%13%16%11%12%6%6%

aaaaaaaa

£200 - £499
(£2,400 - 5

93102331923494103,999 pa)          (350)
18%6%9%5%4%11%17%17%8%5%5%

abcdaaababea

£500 - £999
(£6,000 - £11

2259741123338,999 pa)          (750)
4%4%4%2%1%6%7%7%5%2%2%

aaaaaaa

£1,000 - £1
,999 (£12,000

1**7131111214- £23,999 pa)    (1500)
1%*%*%1%*%3%8%3%2%1%1%

aaaabeaa

£2,000 - £2
,999 (£24,000

***3-1***67- £35,999 pa)    (2500)
*%1%*%1%-%1%3%2%*%*%*%

aba

£3,000 - £4
,999 (£36,000

***321-*189- £59,999 pa)    (4000)
1%*%*%1%*%1%-%1%1%*%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

£5,000 - £7
,499 (£60,000

**-*-****23- £89,999 pa)    (6250)
*%*%-%*%-%1%1%1%*%*%*%

a

£7,500 - £9
,999 (£90,000

*-2--*--*22- £119,999 pa)   (8750)
*%-%2%-%-%*%-%-%*%*%*%

ab

£10,000 - £14
,999 (£120,000

1--2-1*-123- £179,999 pa)  (12500)
1%-%-%*%-%1%2%-%1%*%*%

aaaa

£15,000 - £19
,999 (£180,000

-----*-*--*- £239,999 pa)  (17500)
-%-%-%-%-%*%-%1%-%-%*%

a

£20,000 - £24
,999 (£240,000

------------ £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

-----*-*--*- £359,999 pa)  (27500)
-%-%-%-%-%*%-%1%-%-%*%

aab

£30,000 - £39
,999 (£360,000

-*-*-*--*-*- £479,999 pa)  (35000)
-%*%-%*%-%*%-%-%1%-%*%

aa

£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)
-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

-----*--*-*,599,999 pa)   (200000)
-%-%-%-%-%*%-%-%*%-%*%

a

£300,000 -
£499,999 (£3
,600,000 - £5

-----------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%

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

293986372622515103516441695Net: <£100
61%78%74%81%90%63%45%56%69%86%85%

eecebcdedcdebcde

Net: £100
1710287067234613243267-<£1000
35%21%24%15%10%29%40%35%25%13%13%

abdaabaaabeaba

Net: £1000
11*12341122630-<£5000
2%1%*%3%*%5%11%6%3%1%2%

aaaabeaa

Net: £5000
**2*-****45-<£10,000
1%*%2%*%-%1%1%1%1%*%*%

ab

Net: £10,000 -
1--2-1**123<£25,000
1%-%-%*%-%1%2%1%1%*%*%

aaaa

Net: £25,000
-*-*-1-**-1<£50,000
-%*%-%*%-%1%-%1%1%-%*%

aaa

Net: £50,000 -
-----------<£100,000
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Net: >£100,000
-%-%-%-%-%*%-%-%*%-%*%

a

1*22-2**168Net: £5,000+
2%1%2%1%-%3%3%2%2%*%*%

aaaaaaa

48501164576928011185119202000Answered
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total
357.63292.57247.53189.8255.77963.32688.01792.001082.58118.57152.36Mean

aaaaaaaa
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Under £10
(under £120

334844780667897157812912445103905pa)                 (5)
38%49%43%46%40%47%49%48%50%45%42%39%47%45%

mmmmmm

£10 - £24
(£120 - £299

191922327312938553317582343387pa)                (17)
21%19%21%19%19%18%19%17%20%25%19%20%20%19%

£25 - £49
(£300 - £599

14111219525221736109421123231pa)                (37)
16%11%11%11%15%14%8%11%6%14%14%10%11%12%

egjeeee

£50 - £99
(£600 - £1,199

9691482011122719334616172pa)                (75)
11%6%8%9%12%7%6%8%12%5%11%5%7%9%

lglll

£100 - £199
(£1,200 - £2

73910761410267418914126,399 pa)          (150)
8%4%9%6%4%8%5%8%4%6%6%8%6%6%

llll

£200 - £499
(£2,400 - 5

4558910418147213137103,999 pa)          (350)
4%5%5%5%6%2%9%4%4%3%5%11%3%5%

acfhjmacefhjkl

m

£500 - £999
(£6,000 - £11

12*3423463-64538,999 pa)          (750)
2%2%*%2%1%2%2%2%2%-%2%3%2%2%

kk

£1,000 - £1
,999 (£12,000

131921-2--21214- £23,999 pa)    (1500)
1%3%1%1%1%*%-%1%-%-%1%1%1%1%

egj

£2,000 - £2
,999 (£24,000

*1*61*21*-*-27- £35,999 pa)    (2500)
*%1%*%*%1%*%1%*%*%-%*%-%1%*%

£3,000 - £4
,999 (£36,000

**-91*2*21*-39- £59,999 pa)    (4000)
*%*%-%1%1%*%1%*%1%1%*%-%1%*%

k
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

£5,000 - £7
,499 (£60,000

1--2*2----*-*3- £89,999 pa)    (6250)
1%-%-%*%*%1%-%-%-%-%*%-%*%*%

j

£7,500 - £9
,999 (£90,000

---2--*-----22- £119,999 pa)   (8750)
-%-%-%*%-%-%*%-%-%-%-%-%1%*%

j

£10,000 - £14
,999 (£120,000

---3**----*2-3- £179,999 pa)  (12500)
-%-%-%*%*%*%-%-%-%-%*%2%-%*%

fjklm

£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)
-%-%-%*%-%-%*%-%-%-%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

758386145014214016327514358257861861695Net: <£100
85%85%84%85%86%85%82%85%89%89%87%75%85%85%

bbbbbbbbbb

Net: £100
12111522919213246166372626267-<£1000
13%11%14%13%12%13%16%14%10%9%13%23%12%13%

acdefhij

lm

Net: £1000
1412441432121630-<£5000
1%4%1%1%2%1%2%1%1%1%1%1%3%2%

cfj

Net: £5000
1--4*2*---*-25-<£10,000
1%-%-%*%*%1%*%-%-%-%*%-%1%*%

Net: £10,000 -
---3**--*-*2-3<£25,000
-%-%-%*%*%*%-%-%*%-%*%2%-%*%

fjklm

Net: £25,000
--**-*-*-----1<£50,000
-%-%*%*%-%*%-%*%-%-%-%-%-%*%

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--*------*Net: >£100,000
-%-%-%*%-%-%*%-%-%-%-%-%-%*%

1-*7*2***-*228Net: £5,000+
1%-%*%*%*%1%*%*%*%-%*%2%1%*%

ll

89981031711165164200324161652981142202000Answered
121.80126.51107.84158.08137.83203.60257.1196.60112.8193.4686.05306.03212.98152.36Mean

c
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Under £10
(under £120

938121887173693841233102336424905pa)                 (5)
45%45%42%46%49%27%73%39%53%70%36%64%45%

bbegbdeghgbegbdeghbegh

£10 - £24
(£120 - £299

53334882981473681114142910387pa)                (17)
26%19%20%19%19%26%15%19%21%8%16%27%19%

acbcccc

£25 - £49
(£300 - £599

2121063169901736823425*231pa)                (37)
10%12%14%11%12%12%6%12%12%9%14%1%12%

aaaaaa

£50 - £99
(£600 - £1,199

11161381346719146181192172pa)                (75)
5%9%8%9%9%14%1%8%9%1%11%4%9%

bcfceffcfcf

£100 - £199
(£1,200 - £2

111153492371524582161126,399 pa)          (150)
5%6%8%6%5%10%3%8%4%3%9%2%6%

adfhhdh

£200 - £499
(£2,400 - 5

99422802514*4424131103,999 pa)          (350)
4%5%5%5%3%10%*%7%1%8%7%2%5%

dfhdfhdfdfh

£500 - £999
(£6,000 - £11

434929101*221*4-38,999 pa)          (750)
2%2%2%2%1%1%*%4%*%1%2%-%2%

dgh

£1,000 - £1
,999 (£12,000

1132126**6-*2-14- £23,999 pa)    (1500)
1%1%1%1%1%*%*%1%-%*%1%-%1%

£2,000 - £2
,999 (£24,000

34252--2--3-7- £35,999 pa)    (2500)
2%*%*%*%*%-%-%*%-%-%2%-%*%

adeh

£3,000 - £4
,999 (£36,000

-9183--6--*-9- £59,999 pa)    (4000)
-%1%*%1%*%-%-%1%-%-%*%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

£5,000 - £7
,499 (£60,000

-312*--2--1-3- £89,999 pa)    (6250)
-%*%*%*%*%-%-%*%-%-%*%-%*%

£7,500 - £9
,999 (£90,000

-22*---2--*-2- £119,999 pa)   (8750)
-%*%*%*%-%-%-%*%-%-%*%-%*%

a

£10,000 - £14
,999 (£120,000

*2-3*--2----3- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£100,000 -
£299,999 (£1
,200,000 - £3

-**-------*-*,599,999 pa)   (200000)
-%*%*%-%-%-%-%-%-%-%*%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

178151737713186731115445818341138371695Net: <£100
86%85%84%85%89%79%96%78%95%88%78%96%85%

begbeghbeghbeg

Net: £100
242436620172302111115322267-<£1000
12%14%15%13%10%21%4%19%5%12%18%4%13%

dadfhadfhadfh

Net: £1000
42662510**14-*5-30-<£5000
2%1%1%2%1%*%*%2%-%*%3%-%2%

ddg

Net: £5000
-522*--4--1-5-<£10,000
-%*%1%*%*%-%-%1%-%-%*%-%*%

h

Net: £10,000 -
*3*3*--3----3<£25,000
*%*%*%*%*%-%-%*%-%-%-%-%*%

Net: £25,000
-1**---*--*-1<£50,000
-%*%*%*%-%-%-%*%-%-%*%-%*%

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-------*-*Net: >£100,000
-%*%*%-%-%-%-%-%-%-%*%-%*%

*835*--7--1-8Net: £5,000+
*%*%1%*%*%-%-%1%-%-%1%-%*%

h

206179445215487561415658919447176382000Answered
112.32156.96229.23129.9384.6278.6920.98269.9229.5547.03342.8222.08152.36Mean

dadfdh
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Under £10
(under £120

567475685820905pa)                 (5)
13%25%61%67%44%45%

cbca

£10 - £24
(£120 - £299

515926720367387pa)                (17)
12%20%22%16%20%19%

cc

£25 - £49
(£300 - £599

76471059223231pa)                (37)
18%16%8%7%12%12%

aa

£50 - £99
(£600 - £1,199

6356534168172pa)                (75)
14%19%4%3%9%9%

aab

£100 - £199
(£1,200 - £2

5929365121126,399 pa)          (150)
14%10%3%4%6%6%

aa

£200 - £499
(£2,400 - 5

661917499103,999 pa)          (350)
15%6%1%3%5%5%

aba

£500 - £999
(£6,000 - £11

2657-3838,999 pa)          (750)
6%2%1%-%2%2%

aba

£1,000 - £1
,999 (£12,000

131*-1414- £23,999 pa)    (1500)
3%*%*%-%1%1%

ab

£2,000 - £2
,999 (£24,000

7---77- £35,999 pa)    (2500)
2%-%-%-%*%*%

ab

£3,000 - £4
,999 (£36,000

9-*-99- £59,999 pa)    (4000)
2%-%*%-%*%*%

ab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

£5,000 - £7
,499 (£60,000

3**-33- £89,999 pa)    (6250)
1%*%*%-%*%*%

a

£7,500 - £9
,999 (£90,000

2---22- £119,999 pa)   (8750)
*%-%-%-%*%*%

a

£10,000 - £14
,999 (£120,000

2-*-33- £179,999 pa)  (12500)
1%-%*%-%*%*%

a

£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)
*%-%-%-%*%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------,999,999 pa)   (400000)
-%-%-%-%-%-%

£500,000+ (£6
------,000,000+ pa)  (600000)
-%-%-%-%-%-%

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

247236118211715781695Net: <£100
57%81%95%93%84%85%

cbca

Net: £100
15053609257267-<£1000

35%18%5%7%14%13%

abab

Net: £1000
2911-3030-<£5000

7%*%*%-%2%2%

ab

Net: £5000
4**-55-<£10,000
1%*%*%-%*%*%

a

Net: £10,000 -
3-*-33<£25,000
1%-%*%-%*%*%

a

Net: £25,000
**--11<£50,000
*%*%-%-%*%*%

Net: £50,000 -
------<£100,000
-%-%-%-%-%-%

*---**Net: >£100,000
*%-%-%-%*%*%

7**-88Net: £5,000+
2%*%*%-%*%*%

ab

433290124312618742000Answered
541.21106.7130.3527.96160.75152.36Mean

aba
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Under £10
(under £120

--905-905-------905905pa)                 (5)
-%-%100%-%46%-%-%-%-%-%-%-%53%45%

bcbcjbcij

£10 - £24
(£120 - £299

-387--387-------387387pa)                (17)
-%49%-%-%20%-%-%-%-%-%-%-%23%19%

acbcjbcij

£25 - £49
(£300 - £599

-231--231-------231231pa)                (37)
-%29%-%-%12%-%-%-%-%-%-%-%14%12%

acbcjbcj

£50 - £99
(£600 - £1,199

-172--172-------172172pa)                (75)
-%22%-%-%9%-%-%-%-%-%-%-%10%9%

acbcjbcj

£100 - £199
(£1,200 - £2

126---126------126-126,399 pa)          (150)
41%-%-%-%6%-%-%-%-%-%-%47%-%6%

abacjacij

£200 - £499
(£2,400 - 5

103---103------103-103,999 pa)          (350)
34%-%-%-%5%-%-%-%-%-%-%39%-%5%

abajacij

£500 - £999
(£6,000 - £11

38---38------38-38,999 pa)          (750)
12%-%-%-%2%-%-%-%-%-%-%14%-%2%

abaacij

£1,000 - £1
,999 (£12,000

14--14------14--14- £23,999 pa)    (1500)
5%-%-%37%-%-%-%-%-%-%46%-%-%1%

ababiabi

£2,000 - £2
,999 (£24,000

7--7------7--7- £35,999 pa)    (2500)
2%-%-%18%-%-%-%-%-%-%23%-%-%*%

ababiabi

£3,000 - £4
,999 (£36,000

9--9------9--9- £59,999 pa)    (4000)
3%-%-%24%-%-%-%-%-%-%31%-%-%*%

ababiabi
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

£5,000 - £7
,499 (£60,000

3--3-----3---3- £89,999 pa)    (6250)
1%-%-%7%-%-%-%-%-%59%-%-%-%*%

ababci

£7,500 - £9
,999 (£90,000

2--2-----2---2- £119,999 pa)   (8750)
1%-%-%5%-%-%-%-%-%41%-%-%-%*%

ababi

£10,000 - £14
,999 (£120,000

3--3----3----3- £179,999 pa)  (12500)
1%-%-%7%-%-%-%-%96%-%-%-%-%*%

ababci

£15,000 - £19
,999 (£180,000

*--*----*----*- £239,999 pa)  (17500)
*%-%-%*%-%-%-%-%4%-%-%-%-%*%

ai

£20,000 - £24
,999 (£240,000

--------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

*--*---*-----*- £359,999 pa)  (27500)
*%-%-%1%-%-%-%41%-%-%-%-%-%*%

ai

£30,000 - £39
,999 (£360,000

*--*---*-----*- £479,999 pa)  (35000)
*%-%-%1%-%-%-%59%-%-%-%-%-%*%

ai

£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)
*%-%-%*%-%100%-%-%-%-%-%-%-%*%

ai
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-790905-1695-------16951695Net: <£100
-%100%100%-%86%-%-%-%-%-%-%-%100%85%

ccbcjbcij

Net: £100
267---267------267-267-<£1000

87%-%-%-%14%-%-%-%-%-%-%100%-%13%

abacjacij

Net: £1000
30--30------30--30-<£5000
10%-%-%79%-%-%-%-%-%-%100%-%-%2%

ababiabij

Net: £5000
5--5-----5---5-<£10,000
2%-%-%12%-%-%-%-%-%100%-%-%-%*%

ababci

Net: £10,000 -
3--3----3----3<£25,000
1%-%-%7%-%-%-%-%100%-%-%-%-%*%

ababci

Net: £25,000
1--1---1-----1<£50,000
*%-%-%2%-%-%-%100%-%-%-%-%-%*%

abi

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*-------*Net: >£100,000
*%-%-%*%-%100%-%-%-%-%-%-%-%*%

ai

8--8-*-135---8Net: £5,000+
3%-%-%21%-%100%-%100%100%100%-%-%-%*%

ababci

305790905381962*-1353026716952000Answered
892.2435.495.004912.559.06200000.00-31911.7612711.207279.742493.19312.4319.21152.36Mean

abaabiaabiai
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Under £10
(under £120

---1214073778185411137370905pa)                 (5)
-%-%-%6%8%2%37%32%19%14%34%19%34%45%

bcdbdedbdedbde

£10 - £24
(£120 - £299

---42726323885120276151240387pa)                (17)
-%-%-%21%8%13%24%20%20%20%23%22%22%19%

bc

£25 - £49
(£300 - £599

--*2-615917971129166116152231pa)                (37)
-%-%3%9%-%11%14%15%16%21%14%17%14%12%

cccabcefc

£50 - £99
(£600 - £1,199

--*17151111406772134113122172pa)                (75)
-%-%2%5%26%28%10%12%15%12%11%16%11%9%

adadacdfacdf

£100 - £199
(£1,200 - £2

---4688410356801038292126,399 pa)          (150)
-%-%-%26%22%15%8%9%13%13%8%12%8%6%

aaaacfacfacf

£200 - £499
(£2,400 - 5

-2*46653874164715669103,999 pa)          (350)
-%50%10%23%21%12%5%7%9%10%6%8%6%5%

aaaacacfc

£500 - £999
(£6,000 - £11

--11332234203330242238,999 pa)          (750)
-%-%47%4%12%5%2%3%5%5%2%3%2%2%

aaacfabcfa

£1,000 - £1
,999 (£12,000

-2-**16127899714- £23,999 pa)    (1500)
-%45%-%2%1%2%1%1%2%1%1%1%1%1%

ac

£2,000 - £2
,999 (£24,000

---***45144237- £35,999 pa)    (2500)
-%-%-%1%1%*%*%*%*%1%*%*%*%*%

£3,000 - £4
,999 (£36,000

--1-*437298749- £59,999 pa)    (4000)
-%-%38%-%1%7%*%1%1%2%1%1%*%*%

aacf
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

£5,000 - £7
,499 (£60,000

-*---*23*32223- £89,999 pa)    (6250)
-%3%-%-%-%1%*%*%*%*%*%*%*%*%

£7,500 - £9
,999 (£90,000

-----*-2***-*2- £119,999 pa)   (8750)
-%-%-%-%-%*%-%*%*%*%*%-%*%*%

£10,000 - £14
,999 (£120,000

---*-213223233- £179,999 pa)  (12500)
-%-%-%1%-%4%*%*%*%*%*%*%*%*%

aa

£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)
-%-%-%-%-%*%-%*%*%*%*%*%*%*%

a

£30,000 - £39
,999 (£360,000

-*-*---*******- £479,999 pa)  (35000)
-%3%-%1%-%-%-%*%*%*%*%*%*%*%

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)
100%-%-%-%-%-%-%*%*%*%*%*%*%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

--*712299399333044069875188851695Net: <£100
-%-%5%42%42%54%84%78%70%67%81%74%81%85%

bcdbdebdedbde

Net: £100
-2291517159224117176205162183267-<£1000
-%50%57%53%55%32%14%19%27%29%17%23%17%13%

ababaacfabcfacf

Net: £1000
-21*151324112121181530-<£5000
-%45%38%2%3%9%1%2%2%3%2%3%1%2%

aacfa

Net: £5000
-*---*25*32225-<£10,000
-%3%-%-%-%1%*%*%*%*%*%*%*%*%

Net: £10,000 -
---*-213233233<£25,000
-%-%-%1%-%4%*%*%*%*%*%*%*%*%

aa

Net: £25,000
-*-*-*-1**1111<£50,000
-%3%-%1%-%*%-%*%*%*%*%*%*%*%

aa

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*******Net: >£100,000
100%-%-%-%-%-%-%*%*%*%*%*%*%*%

**-*-228366568Net: £5,000+
100%5%-%3%-%5%*%1%1%1%*%1%1%*%

aa

*4317275411131190435609121970310882000Answered
2000001991.971903.64881.23294.21029104.8224.47310.33359.81191.67283.99186.43152.36Mean

aaa
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Under £10
(under £120

1103296271-------85905pa)                 (5)
10%6%11%32%60%-%-%-%-%-%-%-%15%45%

dcdbcd

£10 - £24
(£120 - £299

3157010287-----2*119387pa)                (17)
28%9%25%34%19%-%-%-%-%-%27%1%20%19%

dacdd

£25 - £49
(£300 - £599

221604638-------129231pa)                (37)
21%12%21%15%8%-%-%-%-%-%-%-%22%12%

abda

£50 - £99
(£600 - £1,199

244512315------*72172pa)                (75)
16%25%18%8%3%-%-%-%-%-%-%1%12%9%

abcaba

£100 - £199
(£1,200 - £2

126351527-----*277126,399 pa)          (150)
6%15%12%5%6%-%-%-%-%-%7%20%13%6%

abab

£200 - £499
(£2,400 - 5

*3521113----2*260103,999 pa)          (350)
2%20%8%4%1%-%-%-%-%35%2%18%10%5%

abcaba

£500 - £999
(£6,000 - £11

281244*-*--123038,999 pa)          (750)
15%5%4%1%1%10%-%13%-%-%14%17%5%2%

abab

£1,000 - £1
,999 (£12,000

-5*22-----*1714- £23,999 pa)    (1500)
-%3%*%1%*%-%-%-%-%-%5%11%1%1%

abc

£2,000 - £2
,999 (£24,000

*2-*2-----*127- £35,999 pa)    (2500)
3%1%-%*%*%-%-%-%-%-%2%9%*%*%

bc

£3,000 - £4
,999 (£36,000

-42-2----23139- £59,999 pa)    (4000)
-%2%1%-%*%-%-%-%-%31%41%13%1%*%

ab

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 10  (continuation)                                                                                                                                                    Page 205

QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

£5,000 - £7
,499 (£60,000

-2**-----2***3- £89,999 pa)    (6250)
-%1%*%*%-%-%-%-%-%35%2%5%*%*%

abc

£7,500 - £9
,999 (£90,000

-*---------*-2- £119,999 pa)   (8750)
-%*%-%-%-%-%-%-%-%-%-%1%-%*%

£10,000 - £14
,999 (£120,000

-3---------*23- £179,999 pa)  (12500)
-%2%-%-%-%-%-%-%-%-%-%3%*%*%

abc

£15,000 - £19
,999 (£180,000

-----*--*----*- £239,999 pa)  (17500)
-%-%-%-%-%22%-%-%100%-%-%-%-%*%

£20,000 - £24
,999 (£240,000

--------------- £299,999 pa)  (22500)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£25,000 - £29
,999 (£300,000

-*---------*-*- £359,999 pa)  (27500)
-%*%-%-%-%-%-%-%-%-%-%2%-%*%

£30,000 - £39
,999 (£360,000

-*---*-*-----*- £479,999 pa)  (35000)
-%*%-%-%-%44%-%56%-%-%-%-%-%*%

£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)
-%*%-%-%-%24%-%30%-%-%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

--------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

889213266410-----2*4041695Net: <£100
75%51%75%89%91%-%-%-%-%-%27%2%69%85%

dcdcd

Net: £100
269683034*-*-226167267-<£1000

22%40%24%10%7%10%-%13%-%35%23%55%29%13%

abcab

Net: £1000
*11226----2331330-<£5000
3%6%1%1%1%-%-%-%-%31%48%33%2%2%

abc

Net: £5000
-2**-----2*1*5-<£10,000
-%1%*%*%-%-%-%-%-%35%2%5%*%*%

abc

Net: £10,000 -
-3---*--*--*23<£25,000
-%2%-%-%-%22%-%-%100%-%-%3%*%*%

abc

Net: £25,000
-1---*-*---*-1<£50,000
-%*%-%-%-%44%-%56%-%-%-%2%-%*%

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-*-----*Net: >£100,000
-%*%-%-%-%24%-%30%-%-%-%-%-%*%

-6**-*-**2*128Net: £5,000+
-%3%*%*%-%90%-%87%100%35%2%10%*%*%

abc

111762842984501-**57105862000Answered
217.59833.41132.6260.7864.1366992-80634.2317500.03511.5220372449214.6152.36Mean

abcab

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 10  (continuation)                                                                                                                                                    Page 207

QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Under £10
(under £120

104016084436741*271561905pa)                 (5)
18%34%24%48%21%30%10%2%2%4%11%29%45%

bbaacdbcd

£10 - £24
(£120 - £299

132634933846469*2133469387pa)                (17)
24%23%19%19%27%16%17%10%2%8%24%33%19%

adcdbcd

£25 - £49
(£300 - £599

81593919235390-5523238231pa)                (37)
15%14%15%11%21%14%22%-%6%31%23%18%12%

aaddd

£50 - £99
(£600 - £1,199

71272814417847*3272417172pa)                (75)
13%11%11%8%10%32%12%10%4%16%17%8%9%

acadad

£100 - £199
(£1,200 - £2

5982310318161-11341816126,399 pa)          (150)
9%8%9%6%10%6%15%-%13%20%13%8%6%

aa

£200 - £499
(£2,400 - 5

665218114*48*2921104103,999 pa)          (350)
11%6%8%5%8%1%12%7%33%12%7%2%5%

aababcaa

£500 - £999
(£6,000 - £11

22821172*31213115238,999 pa)          (750)
4%2%8%1%1%1%8%38%15%6%4%1%2%

acabca

£1,000 - £1
,999 (£12,000

183113-6-44**14- £23,999 pa)    (1500)
1%1%1%1%1%-%1%-%4%2%*%*%1%

aba

£2,000 - £2
,999 (£24,000

2252**3*3-**7- £35,999 pa)    (2500)
4%*%2%*%*%*%1%6%3%-%*%*%*%

aaabc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

£3,000 - £4
,999 (£36,000

-827--918---9- £59,999 pa)    (4000)
-%1%1%*%-%-%2%21%9%-%-%-%*%

cabc

£5,000 - £7
,499 (£60,000

-22**-3-3*--3- £89,999 pa)    (6250)
-%*%1%*%*%-%1%-%3%*%-%-%*%

aabc

£7,500 - £9
,999 (£90,000

-**2--**----2- £119,999 pa)   (8750)
-%*%*%*%-%-%*%1%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

1212*-2-2---3- £179,999 pa)  (12500)
1%*%*%*%*%-%1%-%3%-%-%-%*%

abc

£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)
-%*%-%*%-%-%*%5%-%-%-%-%*%

£40,000 - £49
,999 (£480,000

-------------- £599,999 pa)  (45000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£50,000 - £74
,999 (£600,000

-------------- £899,999 pa)  (62500)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

£75,000 - £99
,999 (£900,000
- £1,199,999

-------------pa)             (87500)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£100,000 -
£299,999 (£1
,200,000 - £3

*-*--*--*---*,599,999 pa)   (200000)
*%-%*%-%-%1%-%-%*%-%-%-%*%

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

379501761518134222481121001051861695Net: <£100
69%82%69%87%78%92%60%22%14%59%76%89%85%

bbaadcdbcd

Net: £100
1319165201342140253653322267-<£1000
25%16%26%12%20%7%34%45%62%39%24%11%13%

abcabcaba

Net: £1000
31910203*181154**30-<£5000
5%2%4%1%2%*%4%27%17%2%*%*%2%

aaabca

Net: £5000
-222*-3*3*--5-<£10,000
-%*%1%*%*%-%1%1%3%*%-%-%*%

aabc

Net: £10,000 -
1212*-2-3---3<£25,000
1%*%*%*%*%-%1%-%3%-%-%-%*%

abc

Net: £25,000
-1**--***---1<£50,000
-%*%*%*%-%-%*%5%*%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*--*---*Net: >£100,000
*%-%*%-%-%1%-%-%*%-%-%-%*%

1535**5*5*--8Net: £5,000+
1%*%1%*%*%1%1%6%6%*%-%-%*%

aabc

5311652551744171244115851691392082000Answered
812.11163.06431.77111.58121.761120.94415.613084.711726.78186.37104.3949.24152.36Mean

aacabcaba
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Under £10
(under £120

22034981127412053905pa)                 (5)
100%16%35%24%6%18%6%11%4%5%45%

accb

£10 - £24
(£120 - £299

-21226803684327187387pa)                (17)
-%18%22%24%18%21%17%15%13%11%19%

£25 - £49
(£300 - £599

-28139664187128288231pa)                (37)
-%23%14%19%20%22%6%16%21%13%12%

bb

£50 - £99
(£600 - £1,199

-221104527459201610172pa)                (75)
-%18%11%13%13%11%49%12%12%17%9%

ba

£100 - £199
(£1,200 - £2

-11853131481332313126,399 pa)          (150)
-%9%8%9%15%12%6%19%17%22%6%

£200 - £499
(£2,400 - 5

-1363252935119217103,999 pa)          (350)
-%10%6%7%14%9%4%11%15%11%5%

ba

£500 - £999
(£6,000 - £11

-2197201311517438,999 pa)          (750)
-%2%2%2%10%3%3%9%12%7%2%

a

£1,000 - £1
,999 (£12,000

-16136-43314- £23,999 pa)    (1500)
-%1%1%*%1%1%-%2%2%5%1%

£2,000 - £2
,999 (£24,000

-13122*2217- £35,999 pa)    (2500)
-%1%*%*%1%*%1%1%1%2%*%

£3,000 - £4
,999 (£36,000

-14*3616259- £59,999 pa)    (4000)
-%1%*%*%2%1%6%3%2%8%*%

ab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

£5,000 - £7
,499 (£60,000

-*2*2**22-3- £89,999 pa)    (6250)
-%*%*%*%1%*%1%1%1%-%*%

a

£7,500 - £9
,999 (£90,000

--***--**-2- £119,999 pa)   (8750)
-%-%*%*%*%-%-%*%*%-%*%

£10,000 - £14
,999 (£120,000

-232*2----3- £179,999 pa)  (12500)
-%2%*%1%*%1%-%-%-%-%*%

b

£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)
-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

£100,000 -
£299,999 (£1
,200,000 - £3

-***-**--**,599,999 pa)   (200000)
-%*%*%*%-%*%1%-%-%*%*%

£300,000 -
£499,999 (£3
,600,000 - £5

-----------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-----------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%

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

291823272116290159568281695Net: <£100
100%74%82%80%56%72%79%54%49%46%85%

cba

Net: £100
-261676280962686024267-<£1000
-%21%17%18%39%24%13%38%44%39%13%

ab

Net: £1000
-31328131127930-<£5000
-%3%1%1%4%3%6%7%5%14%2%

ab

Net: £5000
-*2*2**22-5-<£10,000
-%*%*%*%1%*%1%1%1%-%*%

a

Net: £10,000 -
-232*2----3<£25,000
-%2%*%1%*%1%-%-%-%-%*%

b

Net: £25,000
--1***-1**1<£50,000
-%-%*%*%*%*%-%*%*%*%*%

Net: £50,000 -
-----------<£100,000
-%-%-%-%-%-%-%-%-%-%-%

-***-**--**Net: >£100,000
-%*%*%*%-%*%1%-%-%*%*%

-26333*22*8Net: £5,000+
-%2%1%1%1%1%2%1%2%1%*%

b
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total
2122100934020740219177137622000Answered

5.00601.15191.32260.64390.20344.151766.64510.04452.101123.82152.36Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Under £10
(under £120

-21730871131361-25938-811451905pa)                 (5)
-%31%34%16%20%35%-%2%16%10%-%9%19%18%45%

bcacccc

£10 - £24
(£120 - £299

215021687142230*126975-812763387pa)                (17)
31%22%24%19%21%22%3%10%19%19%-%8%21%23%19%

cccc

£25 - £49
(£300 - £599

294129931111492307990-2410153231pa)                (37)
36%14%14%21%17%14%39%25%21%23%-%27%17%19%12%

abab

£50 - £99
(£600 - £1,199

1969749109118*153753-1310241172pa)                (75)
12%14%11%11%16%11%6%13%10%13%-%15%17%15%9%

aac

£100 - £199
(£1,200 - £2

161775978872195547-137524126,399 pa)          (150)
10%9%8%13%12%8%52%16%15%12%-%14%13%9%6%

aa

£200 - £499
(£2,400 - 5

*4050485263-264245-114624103,999 pa)          (350)
1%6%6%11%8%6%-%22%11%12%-%12%8%8%5%

abab

£500 - £999
(£6,000 - £11

-1616212319-51226-6181038,999 pa)          (750)
-%2%2%5%4%2%-%4%3%7%-%7%3%3%2%

aabb

£1,000 - £1
,999 (£12,000

*64787-256-15514- £23,999 pa)    (1500)
1%1%*%2%1%1%-%2%1%1%-%1%1%2%1%

a

£2,000 - £2
,999 (£24,000

*12221-222-1217- £35,999 pa)    (2500)
8%*%*%1%*%*%-%2%1%1%-%1%*%*%*%

£3,000 - £4
,999 (£36,000

-63674-468-3549- £59,999 pa)    (4000)
-%1%*%1%1%*%-%4%2%2%-%3%1%1%*%

ab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

£5,000 - £7
,499 (£60,000

-22*22-131-*2-3- £89,999 pa)    (6250)
-%*%*%*%*%*%-%*%1%*%-%*%*%-%*%

£7,500 - £9
,999 (£90,000

-*-*-*--**----2- £119,999 pa)   (8750)
-%*%-%*%-%*%-%-%*%*%-%-%-%-%*%

£10,000 - £14
,999 (£120,000

-22222-222-2223- £179,999 pa)  (12500)
-%*%*%*%*%*%-%2%1%1%-%2%*%1%*%

b

£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)
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

---------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
---------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

4557750301493858259244256-534452081695Net: <£100
80%80%83%67%74%82%48%49%66%65%-%59%74%75%85%

cbccccc

Net: £100
1117143129153169250109118-3014057267-<£1000

11%17%16%29%23%16%52%42%29%30%-%33%23%21%13%

abaabab

Net: £1000
*139161712-91316-5121030-<£5000
9%2%1%4%3%1%-%7%4%4%-%6%2%3%2%

aabb

Net: £5000
-22*22-131-*2-5-<£10,000
-%*%*%*%*%*%-%*%1%*%-%*%*%-%*%

Net: £10,000 -
-22222-223-2223<£25,000
-%*%*%*%*%*%-%2%1%1%-%2%*%1%*%

b

Net: £25,000
-1**11--**--1*1<£50,000
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

Net: £50,000 -
---------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*****-***-****Net: >£100,000
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-55355-354-2528Net: £5,000+
-%1%1%1%1%*%-%2%1%1%-%3%1%1%*%

569290744866810444121371394-906022772000Answered
252.61246.07173.86345.33288.04177.9197.82851.38427.91427.71-906.31291.99383.02152.36Mean
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

Under £10
(under £120

122122102932*313242905pa)                 (5)
7%10%13%33%31%34%3%*%11%16%15%45%

dedede

£10 - £24
(£120 - £299

-*3615219119503754387pa)                (17)
-%2%17%15%22%22%2%11%18%18%19%19%

eeee

£25 - £49
(£300 - £599

2422961261616643060231pa)                (37)
16%22%10%6%14%15%31%21%23%15%20%12%

abb

£50 - £99
(£600 - £1,199

11469189912452932172pa)                (75)
4%5%25%17%13%10%17%16%16%14%11%9%

aa

£100 - £199
(£1,200 - £2

451*6379814333444126,399 pa)          (150)
32%28%8%1%9%9%16%18%12%16%15%6%

£200 - £499
(£2,400 - 5

2*224051713262237103,999 pa)          (350)
19%3%12%6%6%6%13%17%9%11%13%5%

c

£500 - £999
(£6,000 - £11

*122181613126838,999 pa)          (750)
4%6%12%6%3%2%2%4%4%3%3%2%

£1,000 - £1
,999 (£12,000

*-*3742234514- £23,999 pa)    (1500)
1%-%*%9%1%*%5%3%1%2%2%1%

c

£2,000 - £2
,999 (£24,000

-1***2*23117- £35,999 pa)    (2500)
-%5%2%1%*%*%1%3%1%1%*%*%

a

£3,000 - £4
,999 (£36,000

24-*74324439- £59,999 pa)    (4000)
16%20%-%*%1%1%6%3%2%2%1%*%

ac
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

£5,000 - £7
,499 (£60,000

----22**1223- £89,999 pa)    (6250)
-%-%-%-%*%*%1%1%*%1%1%*%

£7,500 - £9
,999 (£90,000

---2*---**-2- £119,999 pa)   (8750)
-%-%-%5%*%-%-%-%*%*%-%*%

£10,000 - £14
,999 (£120,000

----*2222223- £179,999 pa)  (12500)
-%-%-%-%*%*%4%3%1%1%1%*%

ac

£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)
-%-%-%-%*%*%-%-%*%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%

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

37102654969928361891281891695Net: <£100
28%39%65%71%80%81%53%49%69%63%65%85%

dedde

Net: £100
67551211461629716289267-<£1000

56%36%32%13%18%17%31%39%26%30%31%13%

c

Net: £1000
25*4151067119930-<£5000

17%25%3%10%2%1%11%9%4%5%3%2%

abcac

Net: £5000
---222**1225-<£10,000
-%-%-%5%*%*%1%1%*%1%1%*%

Net: £10,000 -
----*2222223<£25,000
-%-%-%-%*%*%4%3%1%1%1%*%

ac

Net: £25,000
----1*--*--1<£50,000
-%-%-%-%*%*%-%-%*%-%-%*%

Net: £50,000 -
------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%

----**--*--*Net: >£100,000
-%-%-%-%*%*%-%-%*%-%-%*%

---235223448Net: £5,000+
-%-%-%5%*%1%5%3%1%2%1%*%

c

1119163768886052752742042912000Answered
806.991024.39237.00711.80224.29188.58947.94725.90445.81424.47318.42152.36Mean

aba
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Under £10
(under £120

7807118734-132766388856545730467714905pa)                 (5)
49%28%33%47%-%34%43%37%45%39%42%36%41%45%

abacabcdbb

£10 - £24
(£120 - £299

3153611305164347213374278353275348387pa)                (17)
20%14%20%19%22%16%20%20%19%20%20%21%20%19%

ac

£25 - £49
(£300 - £599

172395178-62215159228189223183218231pa)                (37)
11%15%10%11%-%16%12%15%12%13%13%14%13%12%

bbb

£50 - £99
(£600 - £1,199

130253126244162106165140161143159172pa)                (75)
8%10%6%8%36%11%9%10%9%10%9%11%9%9%

e

£100 - £199
(£1,200 - £2

8234498-3111988124106119106118126,399 pa)          (150)
5%13%7%6%-%8%7%8%6%7%7%8%7%6%

b

£200 - £499
(£2,400 - 5

6523771-3187619888968396103,999 pa)          (350)
4%9%14%5%-%8%5%6%5%6%5%6%6%5%

bab

£500 - £999
(£6,000 - £11

2211326-123223363336243638,999 pa)          (750)
1%4%5%2%-%3%2%2%2%2%2%2%2%2%

b

£1,000 - £1
,999 (£12,000

94*13-5148141114111414- £23,999 pa)    (1500)
1%2%*%1%-%1%1%1%1%1%1%1%1%1%

b

£2,000 - £2
,999 (£24,000

12-22275777777- £35,999 pa)    (2500)
*%1%-%*%38%1%*%*%*%*%*%1%*%*%

b
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

£3,000 - £4
,999 (£36,000

2735*584989999- £59,999 pa)    (4000)
*%3%5%*%3%1%*%*%*%1%1%1%1%*%

baab

£5,000 - £7
,499 (£60,000

*2-2-232333333- £89,999 pa)    (6250)
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

£7,500 - £9
,999 (£90,000

*2-2--**2****2- £119,999 pa)   (8750)
*%1%-%*%-%-%*%*%*%*%*%*%*%*%

b

£10,000 - £14
,999 (£120,000

*2-2-232321113- £179,999 pa)  (12500)
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

b

£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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

£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)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
--------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

139817137134333021491866162311531467106714401695Net: <£100
88%66%70%86%59%77%84%82%85%82%84%81%84%85%

abaccbd

Net: £100
1696813196-74239171258226252213250267-<£1000

11%26%25%12%-%19%14%16%13%16%14%16%14%13%

babbee

Net: £1000
12133212122817302630283030-<£5000

1%5%5%1%41%3%2%2%2%2%2%2%2%2%

baab

Net: £5000
*4-4-232533335-<£10,000
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

Net: £10,000 -
*2-2-232321113<£25,000
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

b

Net: £25,000
**-1-*11111*11<£50,000
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

Net: £50,000 -
--------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

-*-*-*********Net: >£100,000
-%*%-%*%-%*%*%*%*%*%*%*%*%*%

16-7-565864448Net: £5,000+
*%2%-%*%-%1%*%*%*%*%*%*%*%*%

bb

1580257531566539317641059191914111753131217242000Answered
78.19566.23302.55150.021104.60351.34151.79186.71156.24181.04146.56172.19148.51152.36Mean

b
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Under £10
(under £120

4534528072168148720318913682905pa)                 (5)
50%41%50%21%26%46%49%16%25%15%44%22%45%

aabaaa

£10 - £24
(£120 - £299

15623032416425929229709-73387pa)                (17)
17%21%20%16%16%18%20%15%20%11%-%19%19%

ba

£25 - £49
(£300 - £599

85146169194133173244615454231pa)                (37)
9%13%10%19%16%10%12%13%13%17%28%14%12%

bcc

£50 - £99
(£600 - £1,199

75971356293212216466*43172pa)                (75)
8%9%8%7%11%10%8%8%13%7%4%11%9%

£100 - £199
(£1,200 - £2

5274989182276283613*45126,399 pa)          (150)
6%7%6%9%7%7%5%15%10%15%4%12%6%

bc

£200 - £499
(£2,400 - 5

4656661423205033349*39103,999 pa)          (350)
5%5%4%14%9%6%3%17%10%10%2%10%5%

ccbbc

£500 - £999
(£6,000 - £11

16221252122115187*2038,999 pa)          (750)
2%2%1%6%8%*%1%8%5%8%3%5%2%

ccbc

£1,000 - £1
,999 (£12,000

77743110452-714- £23,999 pa)    (1500)
1%1%*%4%1%*%1%2%1%3%-%2%1%

cbc

£2,000 - £2
,999 (£24,000

4312432224257- £35,999 pa)    (2500)
*%*%*%2%2%1%*%1%1%5%14%1%*%

ccbbb

£3,000 - £4
,999 (£36,000

542*712652*69- £59,999 pa)    (4000)
1%*%*%*%3%*%*%3%1%3%1%2%*%

cbc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

£5,000 - £7
,499 (£60,000

21*21-2112-13- £89,999 pa)    (6250)
*%*%*%2%*%-%*%*%*%2%-%*%*%

cb

£7,500 - £9
,999 (£90,000

2**-2-*2*2-22- £119,999 pa)   (8750)
*%*%*%-%1%-%*%1%*%2%-%1%*%

cbcb

£10,000 - £14
,999 (£120,000

2*2-1-*2-1-13- £179,999 pa)  (12500)
*%*%*%-%*%-%*%1%-%1%-%*%*%

bc

£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)
-%*%-%-%*%-%-%*%*%-%-%*%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

769926143562179271130710025144102511695Net: <£100
85%85%88%63%69%85%89%52%71%51%76%67%85%

abaaca

Net: £100
1151521762862431487688291104267-<£1000

13%14%11%29%24%13%10%39%25%34%9%28%13%

ccbbc

Net: £1000
1714106145141212921830-<£5000

2%1%1%6%5%2%1%6%3%10%15%5%2%

ccbcb

Net: £5000
41*23-2314-35-<£10,000
*%*%*%2%1%-%*%1%*%4%-%1%*%

ccbcb

Net: £10,000 -
2*2-1**2-1-13<£25,000
*%*%*%-%*%*%*%1%-%1%-%*%*%

bc

Net: £25,000
*****-****-*1<£50,000
*%*%*%*%*%-%*%*%*%*%-%*%*%

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--**--**Net: >£100,000
-%*%-%-%*%-%-%*%*%-%-%*%*%

71323*3515-48Net: £5,000+
1%*%*%2%1%*%*%3%*%5%-%1%*%

accbcb

9071093162498259320147219335286133762000Answered
179.71129.6582.48390.24510.28100.9984.26767.90304.70920.32448.77411.49152.36Mean

ccbc
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Under £10
(under £120

3854617142847212452905pa)                 (5)
52%34%41%36%27%34%19%15%6%17%21%34%45%

abaabddbcd

£10 - £24
(£120 - £299

9428101519610812734387pa)                (17)
12%25%25%20%29%23%31%20%22%17%39%23%19%

ddacd

£25 - £49
(£300 - £599

11194413110314219231pa)                (37)
15%9%8%8%9%16%5%21%8%20%12%12%12%

bbbdad

£50 - £99
(£600 - £1,199

831377102658322172pa)                (75)
11%19%11%14%13%13%9%13%16%12%20%14%9%

£100 - £199
(£1,200 - £2

114533153618126,399 pa)          (150)
1%9%4%10%7%4%7%9%9%8%3%5%6%

dbdc

£200 - £499
(£2,400 - 5

6*71443669*8103,999 pa)          (350)
8%2%6%1%7%5%14%11%18%13%2%5%5%

accabab

£500 - £999
(£6,000 - £11

**2213*313*538,999 pa)          (750)
*%*%2%5%1%4%1%6%4%5%2%3%2%

dd

£1,000 - £1
,999 (£12,000

***********114- £23,999 pa)    (1500)
*%1%*%*%*%*%*%1%1%1%1%*%1%

£2,000 - £2
,999 (£24,000

*-*11*1*22-17- £35,999 pa)    (2500)
*%-%*%2%2%*%5%1%7%3%-%1%*%

bcaba

£3,000 - £4
,999 (£36,000

*-21212122-29- £59,999 pa)    (4000)
*%-%2%2%4%1%10%2%7%3%-%1%*%

acab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

£5,000 - £7
,499 (£60,000

*--***-***-*3- £89,999 pa)    (6250)
*%-%-%*%*%*%-%*%*%*%-%*%*%

£7,500 - £9
,999 (£90,000

---**-*-**-*2- £119,999 pa)   (8750)
-%-%-%*%*%-%*%-%*%*%-%*%*%

£10,000 - £14
,999 (£120,000

------------3- £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)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£100,000 -
£299,999 (£1
,200,000 - £3

------------*,599,999 pa)   (200000)
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

£300,000 -
£499,999 (£3
,600,000 - £5

-------------,999,999 pa)   (400000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

65139737397013341846161271695Net: <£100
90%88%86%79%78%86%64%69%53%66%92%84%85%

ababdcdcd

Net: £100
721388104131118121267-<£1000
9%11%12%16%16%12%21%27%31%26%7%14%13%

cdabab

Net: £1000
1*22323255*430-<£5000
1%1%2%4%6%2%14%4%15%7%1%3%2%

acabca

Net: £5000
*--*******-*5-<£10,000
*%-%-%*%*%*%*%*%1%*%-%*%*%

Net: £10,000 -
*-------**--3<£25,000
*%-%-%-%-%-%-%-%*%*%-%-%*%

Net: £25,000
------------1<£50,000
-%-%-%-%-%-%-%-%-%-%-%-%*%

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%-%*%

*--*******-*8Net: £5,000+
*%-%-%*%*%*%*%*%1%*%-%*%*%

731511247508221493469171522000Answered
108.8263.53140.24243.02298.42148.59608.38255.56691.03380.6869.18165.25152.36Mean

acabab
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Under £10
(under £120

68929688486950631142566125905pa)                 (5)
53%50%52%42%34%46%43%51%44%44%43%43%45%

hhdhhhh

£10 - £24
(£120 - £299

244221432229242850143455387pa)                (17)
19%23%12%21%15%19%21%23%19%25%22%19%19%

jjjjjjjjj

£25 - £49
(£300 - £599

18162027291513162891327231pa)                (37)
14%9%11%13%21%10%11%13%11%16%8%9%12%

abdfgjk

£50 - £99
(£600 - £1,199

1010181710161063031526172pa)                (75)
8%5%10%8%7%11%9%5%11%6%10%9%9%

eek

£100 - £199
(£1,200 - £2

7101018114751121625126,399 pa)          (150)
6%5%5%9%8%3%6%4%4%3%10%9%6%

dggdegdg

£200 - £499
(£2,400 - 5

2913610864162719103,999 pa)          (350)
2%5%7%3%7%6%5%3%6%4%5%6%5%

llll

£500 - £999
(£6,000 - £11

-44624316-1738,999 pa)          (750)
-%2%2%3%2%3%2%1%2%-%1%2%2%

l

£1,000 - £1
,999 (£12,000

-1*13*3-1-2214- £23,999 pa)    (1500)
-%*%*%*%2%*%2%-%*%-%1%1%1%

dede

£2,000 - £2
,999 (£24,000

-*2**2--2*-*7- £35,999 pa)    (2500)
-%*%1%*%*%1%-%-%1%1%-%*%*%

£3,000 - £4
,999 (£36,000

--222*-*3-*-9- £59,999 pa)    (4000)
-%-%1%1%1%*%-%*%1%-%*%-%*%

a

£5,000 - £7
,499 (£60,000

-----*-**--23- £89,999 pa)    (6250)
-%-%-%-%-%*%-%*%*%-%-%1%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

£7,500 - £9
,999 (£90,000

-----2--*---2- £119,999 pa)   (8750)
-%-%-%-%-%1%-%-%*%-%-%-%*%

ad

£10,000 - £14
,999 (£120,000

---*2------*3- £179,999 pa)  (12500)
-%-%-%*%1%-%-%-%-%-%-%*%*%

d

£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)
-%-%-%-%-%-%-%-%-%-%-%-%-%

£500,000+ (£6
-------------,000,000+ pa)  (600000)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

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

12016015617511012997113222521282331695Net: <£100
93%87%83%84%78%86%84%92%85%92%83%81%85%

abdfhijhabdfhijhh

Net: £100
10232730241716103342450267-<£1000

7%13%14%14%17%11%14%8%13%7%15%17%13%

eleldel

Net: £1000
-143523*6*3330-<£5000
-%*%2%1%4%1%2%*%2%1%2%1%2%

aekl

Net: £5000
-----2-**--25-<£10,000
-%-%-%-%-%2%-%*%*%-%-%1%*%

d

Net: £10,000 -
---*2---*--*3<£25,000
-%-%-%*%1%-%-%-%*%-%-%*%*%

d

Net: £25,000
----**------1<£50,000
-%-%-%-%*%*%-%-%-%-%-%-%*%

Net: £50,000 -
-------------<£100,000
-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------**Net: >£100,000
-%-%-%-%-%-%-%-%-%-%-%*%*%

---*22-**--38Net: £5,000+
-%-%-%*%2%2%-%*%*%-%-%1%*%

dd

130184187209141150116123261571542892000Answered
31.1863.53134.37121.46423.72246.6897.7750.14156.2356.8580.44234.60152.36Mean

leldelell
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Under £10
(under £120

256206226217905pa)                 (5)
51%41%45%43%45%

abc

£10 - £24
(£120 - £299

8893102104387pa)                (17)
18%19%20%21%19%

£25 - £49
(£300 - £599

54725749231pa)                (37)
11%14%11%10%12%

a

£50 - £99
(£600 - £1,199

38444645172pa)                (75)
8%9%9%9%9%

£100 - £199
(£1,200 - £2

27342342126,399 pa)          (150)
5%7%5%8%6%

bd

£200 - £499
(£2,400 - 5

24252628103,999 pa)          (350)
5%5%5%6%5%

£500 - £999
(£6,000 - £11

91210838,999 pa)          (750)
2%2%2%2%2%

£1,000 - £1
,999 (£12,000

154514- £23,999 pa)    (1500)
*%1%1%1%1%

£2,000 - £2
,999 (£24,000

22217- £35,999 pa)    (2500)
*%*%*%*%*%

£3,000 - £4
,999 (£36,000

244*9- £59,999 pa)    (4000)
*%1%1%*%*%

£5,000 - £7
,499 (£60,000

-**23- £89,999 pa)    (6250)
-%*%*%*%*%

£7,500 - £9
,999 (£90,000

-2*-2- £119,999 pa)   (8750)
-%*%*%-%*%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

£10,000 - £14
,999 (£120,000

-2-*3- £179,999 pa)  (12500)
-%*%-%*%*%

b

£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)
-%-%-%-%-%

£500,000+ (£6
-----,000,000+ pa)  (600000)
-%-%-%-%-%

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

4364144314141695Net: <£100
87%83%86%83%85%
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Net: £100
59705978267-<£1000
12%14%12%16%13%

b

Net: £1000
5109630-<£5000
1%2%2%1%2%

Net: £5000
-2*25-<£10,000
-%*%*%*%*%

Net: £10,000 -
-2**3<£25,000
-%*%*%*%*%

Net: £25,000
-1--1<£50,000
-%*%-%-%*%

Net: £50,000 -
-----<£100,000
-%-%-%-%-%

---**Net: >£100,000
-%-%-%*%*%

-5138Net: £5,000+
-%1%*%1%*%

bd

5005005005002000Answered
81.55244.50116.61166.78152.36Mean

bd
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QV1b On average, how much money does your organisation spend in total per month on sending postal items? Please think about all the letters, packets and parcels you may send as an
organisation.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

373473267309639163910261088Letters
77%69%63%59%45%79%80%86%76%53%54%

abcaaaaaabea

Other everyday
correspondence, such as
invoices, one off bills

39356825131155813349451000etc.
81%70%58%55%45%69%75%73%66%49%50%

abcdabaaaaaa

2520441831984871328655703Large letters
51%40%38%40%29%60%69%70%54%34%35%

abcaaaaababea

191739155183335820576609Parcels and packets
40%34%33%34%26%41%49%45%38%30%30%

aaaaaa

Order fulfilment
(sending ordered goods

452695118162311337353to customers)
9%9%22%21%17%19%15%18%21%18%18%

dedee

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1413327958214611264285customer packs etc.
29%26%27%17%8%26%36%31%22%14%14%

abaabaaabeaba

Advertising and
promotional material,
such as catalogues,
brochures and direct

6414364111236136148mail
12%7%12%8%6%14%20%16%12%7%7%

aaaabaa

Publications, such as
magazines, periodicals,

112214061238288customer newsletters
2%1%2%4%6%7%8%10%6%4%4%

eaab

Legal / accounts
22-42**--1111documents / tax forms
4%4%-%1%*%*%*%-%-%1%1%

abcabc

Goods / business
supplies / large packets

---23----77ordered via lorry
-%-%-%*%*%-%-%-%-%*%*%

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

1413501393**2302305None of These
1%8%11%11%20%4%5%1%4%16%15%

eeebcdebcde
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

-*-12*-*-55Other
-%*%-%*%*%*%-%*%-%*%*%

-----------Don't Know
-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

413884327420709174312971367parcels
86%76%72%72%61%87%86%94%84%68%68%

abcdaaaaaabdea

191540113121295816406435Net: Bulk mailings
41%30%34%25%17%37%45%45%32%21%22%

abaabaaababea

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 11  (continuation)                                                                                                                                                    Page 239

QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

52575692394741121779830158591231088Letters
58%59%55%54%57%45%56%55%61%46%53%51%56%54%

hhhhhhdhh

Other everyday
correspondence, such as
invoices, one off bills

5552518429382991616838128661071000etc.
62%54%50%49%56%50%50%50%42%59%43%58%49%50%

ceacefghjkcecece

31363859869555811051201054685703Large letters
35%37%37%35%41%34%29%34%32%30%35%40%38%35%

g

20252953449555710345101024173609Parcels and packets
23%26%29%31%29%34%29%32%28%15%34%36%33%30%

ddmddmddmddlmdmdm

Order fulfilment
(sending ordered goods

15151730636384346224532837353to customers)
17%15%17%18%22%23%22%14%14%6%18%24%17%18%

ddddfdefldfddefld

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1816924140233045710441427285customer packs etc.
20%17%9%14%24%14%15%14%4%16%15%13%12%14%

aefjkekekeabcefghjkekeeekee

Advertising and
promotional material,
such as catalogues,
brochures and direct

697125111411326525139148mail
6%10%7%7%7%8%5%10%4%8%8%11%4%7%

aeaeae

Publications, such as
magazines, periodicals,

3357876717141981088customer newsletters
3%3%5%5%4%4%4%5%*%5%7%7%4%4%

eeeeeeeelee

Legal / accounts
1**101-2-2-5-111documents / tax forms
1%*%*%1%1%-%1%-%1%-%2%-%*%1%

fl

Goods / business
supplies / large packets

-*-7-2-32----7ordered via lorry
-%*%-%*%-%1%-%1%1%-%-%-%-%*%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

91717262113227552216471438305None of These
10%17%16%15%7%20%14%17%14%25%16%12%17%15%

imimimimiimibimiim
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

**-51--1--21-5Other
*%*%-%*%1%-%-%*%-%-%1%1%-%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

606970116911610613921712133207761541367parcels
68%70%68%68%70%65%70%67%75%51%69%67%70%68%

dddddddddd

242218372523539741214762841435Net: Bulk mailings
27%23%17%22%31%21%20%23%8%21%25%25%19%22%

aekeeeaefgjkleeeeekee

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 11  (continuation)                                                                                                                                                    Page 241

QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

121968261828412113312761252489191088Letters
58%54%58%53%54%80%55%47%64%52%51%49%54%

eabcdefhabeh

Other everyday
correspondence, such as
invoices, one off bills

8791327972234780282751243090261000etc.
42%51%62%47%46%57%50%47%64%65%51%69%50%

baehbefhehbefh

70634187516285998158756627703Large letters
34%35%41%33%38%71%15%27%39%13%35%19%35%

aacefabcdefhcfacefacef

485611454641883712234398854609Parcels and packets
24%31%32%30%25%26%21%40%20%17%48%10%30%

baaacdfghacdefgh

Order fulfilment
(sending ordered goods

25327832699263170138572353to customers)
12%18%18%17%12%4%6%29%7%16%32%6%18%

bdgacdfghdgacdfgh

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

252607321199301180248322285customer packs etc.
12%14%16%14%13%21%19%14%12%17%18%6%14%

adehaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

161323810959354220118*148mail
8%7%8%7%8%2%9%7%10%2%10%*%7%

agagagacgacg

Publications, such as
magazines, periodicals,

187022665241154*9288customer newsletters
9%4%5%4%7%3%2%3%2%*%5%6%4%

acdegde

Legal / accounts
2911022-61---11documents / tax forms
1%1%*%1%*%1%-%1%*%-%-%-%1%

h

Goods / business
supplies / large packets

25-75--*--2-7ordered via lorry
1%*%-%*%1%-%-%*%-%-%1%-%*%

e

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

33272512541491211771910233305None of These
16%15%11%16%20%9%20%13%10%21%13%9%15%

babdegdgdg

-5234--1---*5Other
-%*%1%*%*%-%-%*%-%-%-%1%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

140122732810395031253439214026122221367parcels
68%68%73%67%67%89%61%66%72%56%69%57%68%

aabcdefhac

463891043311743214115418455435Net: Bulk mailings
22%22%23%21%23%23%26%20%21%17%26%12%22%

aae
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

2641896334510441088Letters
61%65%51%35%56%54%

aab

Other everyday
correspondence, such as
invoices, one off bills

237187573539471000etc.
55%64%46%42%51%50%

aac

22814932219684703Large letters
53%52%26%15%37%35%

aab

2379526723586609Parcels and packets
55%33%21%18%31%30%

abab

Order fulfilment
(sending ordered goods

1935310417335353to customers)
45%18%8%14%18%18%

aba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

104791014281285customer packs etc.
24%27%8%3%15%14%

aab

Advertising and
promotional material,
such as catalogues,
brochures and direct

6132554144148mail
14%11%4%3%8%7%

aa

Publications, such as
magazines, periodicals,

37183358388customer newsletters
8%6%3%4%4%4%

aa

Legal / accounts
6-5-1111documents / tax forms
1%-%*%-%1%1%

ab

Goods / business
supplies / large packets

*34-77ordered via lorry
*%1%*%-%*%*%

c

------Refused
-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

171025835270305None of These
4%3%21%28%14%15%

bca

-*5145Other
-%*%*%1%*%*%

------Don't Know
-%-%-%-%-%-%

Net: Letters, large
letters, packets and

3592327656313041367parcels
83%80%62%50%70%68%

aab

15610916911424435Net: Bulk mailings
36%38%14%9%23%22%

aab
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

203515370201068*-132151838851088Letters
67%65%41%53%54%100%-%100%96%50%48%69%52%54%

aaacij

Other everyday
correspondence, such as
invoices, one off bills

17148035011989*-*1281608301000etc.
56%61%39%28%50%100%-%59%18%50%25%60%49%50%

aacjacijcj

18538113723680*-12218162518703Large letters
61%48%15%60%35%100%-%100%86%49%59%61%31%35%

abaaiaaiai

2033218527582*-*3321176406609Parcels and packets
67%41%9%70%30%100%-%82%91%59%69%66%24%30%

abaaiaaiai

Order fulfilment
(sending ordered goods

1601583528324--13521131193353to customers)
52%20%4%74%17%-%-%100%91%100%68%49%11%18%

abaabiaabiai

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

82154487277*-***675202285customer packs etc.
27%20%5%19%14%100%-%59%4%9%21%28%12%14%

abaaaai

Advertising and
promotional material,
such as catalogues,
brochures and direct

5762298140*--2*64991148mail
19%8%3%20%7%100%-%-%68%2%19%18%5%7%

abaaiaaiai

Publications, such as
magazines, periodicals,

294514385*---*3265988customer newsletters
10%6%2%9%4%100%-%-%-%2%10%10%3%4%

abaaaiai

Legal / accounts
444210-----22811documents / tax forms
1%*%*%4%*%-%-%-%-%-%5%1%*%1%

abiabi

Goods / business
supplies / large packets

*7-*7-----*-77ordered via lorry
*%1%-%1%*%-%-%-%-%-%1%-%*%*%

ab

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

125278-305------1304305None of These
*%3%31%-%16%-%-%-%-%-%-%*%18%15%

cbcbcjbcij
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

*23*5-----*-55Other
*%*%*%*%*%-%-%-%-%-%*%-%*%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

268660439321335*-1332523610991367parcels
88%84%48%82%68%100%-%100%100%60%84%89%65%68%

abaaiaaiai

1312238114421*-*2*11117304435Net: Bulk mailings
43%28%9%36%21%100%-%59%73%9%36%44%18%22%

abaaiaaiai
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*42172750988727323403108857210881088Letters
100%100%62%100%100%93%89%61%74%66%89%81%100%54%

adffbdefdefbcdef

Other everyday
correspondence, such as
invoices, one off bills

*2*13253862510003143367054386621000etc.
100%50%9%76%91%71%56%84%72%55%58%62%61%50%

aabaabcdeabcdcdd

*42111941627509249342703703572703Large letters
100%100%55%64%70%75%56%43%57%56%58%100%53%35%

affafacdeff

*4291025412453184609461342403609Parcels and packets
100%97%55%54%36%47%37%38%42%100%38%49%37%30%

aaabcefacef

Order fulfilment
(sending ordered goods

-*16416204353143253232190199353to customers)
-%5%52%36%14%30%18%30%33%41%19%27%18%18%

acacacabcabcefac

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*4*51121186245285119227173222285customer packs etc.
100%100%17%28%40%40%17%21%65%20%19%25%20%14%

aaabcdfacdf

Advertising and
promotional material,
such as catalogues,
brochures and direct

*311410981131487411886111148mail
100%95%50%8%14%18%9%9%34%12%10%12%10%7%

aabcdfcf

Publications, such as
magazines, periodicals,

**16155764883670515788customer newsletters
100%3%41%38%2%9%5%5%20%6%6%7%5%4%

abcabcdfaf

Legal / accounts
------3113*33311documents / tax forms
-%-%-%-%-%-%*%1%1%*%*%*%*%1%

acdd

Goods / business
supplies / large packets

-----*37-23237ordered via lorry
-%-%-%-%-%1%*%1%-%*%*%*%*%*%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------305None of These
-%-%-%-%-%-%-%-%-%-%-%-%-%15%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

-----*25**2*25Other
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

b

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

*431727541113886353609121970310881367parcels
100%100%100%100%100%100%100%74%81%100%100%100%100%68%

fefefefef

*43111327286353435184344249323435Net: Bulk mailings
100%100%93%65%47%51%26%30%100%30%28%35%30%22%

aaaabcdfacdf
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

7163265265387*-*-5363871088Letters
67%93%93%89%86%78%-%100%-%100%49%64%66%54%

aab

Other everyday
correspondence, such as
invoices, one off bills

9128202179186*-*-2173261000etc.
82%73%71%60%41%34%-%44%-%35%9%72%56%50%

ababa

9150197161187*-*-475327703Large letters
79%86%69%54%42%78%-%100%-%66%98%51%56%35%

abcaba

4921341121191-**5710586609Parcels and packets
34%52%47%38%27%100%-%100%100%100%100%100%100%30%

ababa

Order fulfilment
(sending ordered goods

355665254*-**359235353to customers)
27%31%23%18%12%76%-%70%100%65%70%89%40%18%

abcaba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

365714741*-**214112285customer packs etc.
29%37%25%16%9%56%-%44%100%35%19%40%19%14%

abcaba

Advertising and
promotional material,
such as catalogues,
brochures and direct

231292729*-*-**469148mail
15%18%10%9%6%24%-%30%-%1%2%39%12%7%

abca

Publications, such as
magazines, periodicals,

-13171822*-*-2*33188customer newsletters
-%7%6%6%5%34%-%44%-%35%2%29%5%4%

Legal / accounts
-21*--------*11documents / tax forms
-%1%*%*%-%-%-%-%-%-%-%-%*%1%

a

Goods / business
supplies / large packets

-*3---------27ordered via lorry
-%*%1%-%-%-%-%-%-%-%-%-%*%*%

ab

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

-------------305None of These
-%-%-%-%-%-%-%-%-%-%-%-%-%15%

-*--2-------*5Other
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

111762842984501-**57105861367parcels
100%100%100%100%100%100%-%100%100%100%100%100%100%68%

3841037479*-**217173435Net: Bulk mailings
29%48%36%25%18%56%-%44%100%35%20%70%30%22%

abcaba
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

46104210498413717246250110921491088Letters
85%89%41%56%80%72%60%39%58%65%66%72%54%

bad

Other everyday
correspondence, such as
invoices, one off bills

316721068941131221114195771211000etc.
59%58%42%51%66%48%51%24%48%56%56%58%50%

bab

3666780623113122162579675112703Large letters
68%57%32%36%66%48%52%40%67%57%54%54%35%

abab

2144015545417124411585169139208609Parcels and packets
40%38%61%26%100%100%100%100%100%100%100%100%30%

a

Order fulfilment
(sending ordered goods

1821311124182243469835144353to customers)
33%18%44%14%5%7%59%89%81%49%37%21%18%

aabcabcaba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

162123624936182122363130285customer packs etc.
29%18%14%14%21%4%20%14%25%21%22%15%14%

abbaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

71112612212*60*17301115148mail
13%10%10%7%7%2%15%5%20%18%8%7%7%

abcabab

Publications, such as
magazines, periodicals,

4679792132*41014888customer newsletters
7%6%4%5%1%6%8%3%5%6%10%4%4%

cca

Legal / accounts
-3-11--*----*11documents / tax forms
-%*%-%1%-%-%*%-%-%-%-%*%1%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Goods / business
supplies / large packets

-3-72-*-*--27ordered via lorry
-%*%-%*%1%-%*%-%*%-%-%1%*%

a

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

--39265--------305None of These
-%-%15%15%-%-%-%-%-%-%-%-%15%

-2*5--*--*--5Other
-%*%*%*%-%-%*%-%-%*%-%-%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

5311651901177171244115851691392081367parcels
100%100%75%67%100%100%100%100%100%100%100%100%68%

a

2232254381433138135624243435Net: Bulk mailings
41%28%21%22%25%10%33%18%41%37%31%21%22%

abbcaaa
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

212210093401162861615596371088Letters
100%100%100%100%56%71%87%88%70%60%54%

b

Other everyday
correspondence, such as
invoices, one off bills

-8462819710223489773281000etc.
-%69%62%58%49%58%42%55%53%46%50%

ab

-8751921689253151287041703Large letters
-%71%51%64%43%63%82%72%52%67%35%

abbbb

-63355150207402714513762609Parcels and packets
-%52%35%44%100%100%38%82%100%100%30%

bbb

Order fulfilment
(sending ordered goods

-34170771091438847733353to customers)
-%27%17%23%53%36%41%48%56%54%18%

bba

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-312076135843432812285customer packs etc.
-%26%21%18%17%21%14%24%20%19%14%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

219964127472321912148mail
100%15%10%12%13%12%9%18%14%20%7%

b

Publications, such as
magazines, periodicals,

-155317122421310388customer newsletters
-%12%5%5%6%6%9%7%7%5%4%

ab

Legal / accounts
-233-*----11documents / tax forms
-%1%*%1%-%*%-%-%-%-%1%

b

Goods / business
supplies / large packets

-113-2-2-27ordered via lorry
-%1%*%1%-%1%-%1%-%4%*%

bbb
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

----------305None of These
-%-%-%-%-%-%-%-%-%-%15%

-*2*-*----5Other
-%*%*%*%-%*%-%-%-%-%*%

-----------Don't Know
-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

2122100934020740219177137621367parcels
100%100%100%100%100%100%100%100%100%100%68%

257294101581265664421435Net: Bulk mailings
100%46%29%30%28%31%27%37%32%34%22%

ab
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

56468153175451044474258246-635012161088Letters
98%93%90%71%82%100%100%61%70%62%-%70%83%78%54%

acbcacacc

Other everyday
correspondence, such as
invoices, one off bills

4425541250418634461211209-533851651000etc.
80%61%60%56%63%61%81%51%57%53%-%59%64%60%50%

cc

3397544280668549370218208-90602277703Large letters
59%57%60%63%100%53%61%58%59%53%-%100%100%100%35%

aac

22573414483273874121371394-56284148609Parcels and packets
46%37%38%100%49%37%100%100%100%100%-%62%47%53%30%

ababb

Order fulfilment
(sending ordered goods

1115169174178182262149167-3315581353to customers)
16%17%19%39%27%17%39%51%40%42%-%36%26%29%18%

abaabb

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

313616790166210-257567-1815252285customer packs etc.
64%20%18%20%25%20%-%21%20%17%-%20%25%19%14%

aca

Advertising and
promotional material,
such as catalogues,
brochures and direct

*581005983105*174547-117428148mail
3%8%11%13%12%10%11%14%12%12%-%12%12%10%7%

ba

Publications, such as
magazines, periodicals,

*4946334755-112816-12471188customer newsletters
6%7%5%7%7%5%-%9%8%4%-%13%8%4%4%

aaaba

Legal / accounts
--3*33-***-*3111documents / tax forms
-%-%*%*%*%*%-%*%*%*%-%*%1%*%1%

Goods / business
supplies / large packets

-33223-**2-**27ordered via lorry
-%*%*%1%*%*%-%*%*%1%-%*%*%1%*%

b

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

--------------305None of These
-%-%-%-%-%-%-%-%-%-%-%-%-%-%15%

**2**2-***-***5Other
1%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

---------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

569290744866810444121371394-906022771367parcels
100%100%100%100%100%100%100%100%100%100%-%100%100%100%68%

4197254144238307*46118108-3621975435Net: Bulk mailings
68%28%28%32%36%29%11%38%32%27%-%40%36%27%22%

aaaa
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

61081861574834461801502221088Letters
51%52%47%49%89%87%65%62%66%73%76%54%

cdcde

Other everyday
correspondence, such as
invoices, one off bills

31182141550331381441211841000etc.
28%59%47%58%60%59%60%50%53%59%63%50%

cd

898193744893647160125185703Large letters
67%47%49%51%54%57%70%63%58%61%63%35%

c

10179152653455275274204291609Parcels and packets
91%90%56%41%39%40%100%100%100%100%100%30%

Order fulfilment
(sending ordered goods

61359124172314010985120353to customers)
49%69%34%25%18%20%59%53%40%42%41%18%

abcabc

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

35881401541321504157285customer packs etc.
28%24%52%21%20%18%24%28%18%20%20%14%

ac

Advertising and
promotional material,
such as catalogues,
brochures and direct

15345982915302849148mail
8%28%16%12%9%10%18%20%11%14%17%7%

cc

Publications, such as
magazines, periodicals,

1*2148408414192088customer newsletters
5%3%13%3%7%5%15%6%5%9%7%4%

aacdc

Legal / accounts
-----3**--*11documents / tax forms
-%-%-%-%-%*%1%*%-%-%*%1%

Goods / business
supplies / large packets

----1***2**7ordered via lorry
-%-%-%-%*%*%1%*%1%*%*%*%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

-2-4-------305None of These
-%9%-%10%-%-%-%-%-%-%-%15%

--***2***-*5Other
-%-%*%1%*%*%*%*%*%-%*%*%

------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

1117122668886052752742042911367parcels
95%90%72%71%100%100%100%100%100%100%100%68%

48101120222526357570100435Net: Bulk mailings
36%42%65%31%29%26%50%47%28%34%34%22%

abcabcc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

88616334898520210205871056835104986510431088Letters
56%63%63%57%97%51%58%55%55%59%60%66%61%54%

bceeacdee

Other everyday
correspondence, such as
invoices, one off bills

8211232381221939215459877429127449031000etc.
52%48%43%52%39%49%52%51%51%53%52%57%52%50%

acde

540132215802166655426687581683623674703Large letters
34%51%39%37%36%42%37%40%36%41%39%47%39%35%

bbeeacdee

40412821448*168561381589533582500574609Parcels and packets
26%50%40%29%3%43%32%36%31%38%33%38%33%30%

babbaceace

Order fulfilment
(sending ordered goods

2148415242-107322236346307327268321353to customers)
14%33%28%15%-%27%18%22%18%22%19%20%19%18%

baabbace

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2274212233-52265161279230268226268285customer packs etc.
14%16%22%15%-%13%15%15%15%16%15%17%16%14%

e

Advertising and
promotional material,
such as catalogues,
brochures and direct

108326114-4613492146124133107132148mail
7%12%11%7%-%12%8%9%8%9%8%8%8%7%

bab

Publications, such as
magazines, periodicals,

64223741308450886781648188customer newsletters
4%8%6%5%22%8%5%5%5%5%5%5%5%4%

bab

Legal / accounts
102-11-510811785811documents / tax forms

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

b

Goods / business
supplies / large packets

7*16-377777677ordered via lorry
*%*%2%*%-%1%*%1%*%*%*%*%*%*%

a
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2511910217-4622412827415120596198305None of These
16%7%19%14%-%12%13%12%14%11%12%7%11%15%

aabcdbbb

32-3-245554345Other
*%1%-%*%-%1%*%1%*%*%*%*%*%*%

--------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

105420741107952871270761132410631303107012891367parcels
67%80%77%69%100%73%72%72%69%75%74%82%75%68%

beeacdee

33578163511103403247428345401326400435Net: Bulk mailings
21%30%31%22%22%26%23%23%22%24%23%25%23%22%

b
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

429659917581031947771121654451841088Letters
47%60%56%60%40%61%53%58%47%51%38%49%54%

baab

Other everyday
correspondence, such as
invoices, one off bills

38561584249102178725941464231601000etc.
42%56%52%50%39%56%49%49%42%48%21%43%50%

bab

2914125564695128471100133375150703Large letters
32%38%34%47%37%40%32%52%38%43%37%40%35%

bcbbc

2803294025314975426103202593234609Parcels and packets
31%30%25%54%58%23%29%54%58%68%26%62%30%

cccbc

Order fulfilment
(sending ordered goods

169184200391134622382126481153353to customers)
19%17%12%40%44%14%15%42%36%55%7%41%18%

ccbcb

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

100185233222841202414617243285customer packs etc.
11%17%14%23%11%13%14%21%13%20%19%12%14%

bacbc

Advertising and
promotional material,
such as catalogues,
brochures and direct

648310013352097293911244148mail
7%8%6%13%13%6%7%15%11%13%17%12%7%

ccbc

Publications, such as
magazines, periodicals,

493964618175712173*2088customer newsletters
5%4%4%6%7%5%4%6%5%4%1%5%4%

ac

Legal / accounts
110102-110*1--111documents / tax forms
*%1%1%2%-%*%1%*%*%-%-%*%1%

ba

Goods / business
supplies / large packets

1652--616*-67ordered via lorry
*%1%*%2%-%-%*%1%2%*%-%2%*%

ac

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

171134262533362586497440305None of These
19%12%16%5%13%11%18%3%14%8%29%11%15%

abbaac

425*-14**--*5Other
*%*%*%*%-%*%*%*%*%-%-%*%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

5917761083861852339661572607092911367parcels
65%71%67%88%72%73%66%82%74%82%68%77%68%

bacbbc

175260341326168300638221283435Net: Bulk mailings
19%24%21%32%23%21%20%33%23%24%20%22%22%

bcbc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

37116028447217362244131321088Letters
51%74%53%59%87%87%82%73%65%64%74%87%54%

bdaabcd

Other everyday
correspondence, such as
invoices, one off bills

408642635451227163510941000etc.
55%52%57%55%70%55%58%55%47%50%56%62%50%

accd

2763420244993017371285703Large letters
37%39%30%43%49%59%45%61%51%54%70%56%35%

bbdacd

1953517244421493469359609Parcels and packets
26%30%31%36%48%54%100%100%100%100%20%39%30%

cdcdababb

Order fulfilment
(sending ordered goods

921910131811211633*28353to customers)
13%15%17%21%27%22%53%43%48%47%3%19%18%

cdcdababb

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

72207121147511326285customer packs etc.
10%16%17%15%25%13%18%14%16%15%19%17%14%

dac

Advertising and
promotional material,
such as catalogues,
brochures and direct

1294572536213148mail
2%13%8%7%9%9%9%10%10%8%9%9%7%

ddd

Publications, such as
magazines, periodicals,

*37334133431188customer newsletters
*%22%6%6%6%5%3%6%8%5%16%7%4%

abdddac

Legal / accounts
*-1---------11documents / tax forms
*%-%1%-%-%-%-%-%-%-%-%-%1%

Goods / business
supplies / large packets

------------7ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%*%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

81121--------305None of These
10%9%11%3%-%-%-%-%-%-%-%-%15%

aa

-*------*-**5Other
-%*%-%-%-%-%-%-%*%-%*%*%*%

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

52127539508221493469171521367parcels
72%77%67%82%100%100%100%100%100%100%100%100%68%

bd

8629121519512915740435Net: Bulk mailings
10%38%26%26%30%23%23%23%27%22%42%27%22%

dddac
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

7186871238183576314229761911088Letters
54%47%47%59%57%55%49%51%54%51%49%66%54%

jkjbdefgjkl

Other everyday
correspondence, such as
invoices, one off bills

7090891037466546214525771461000etc.
54%49%48%50%52%44%47%50%55%44%50%51%50%

g

4853487961564232901454125703Large letters
37%29%26%38%43%37%36%26%35%25%35%43%35%

ejejcejkejejejcdejk

325156835843342781173889609Parcels and packets
25%28%30%40%41%29%30%22%31%30%25%31%30%

abdegklabdefgjklee

Order fulfilment
(sending ordered goods

16402848372724144332351353to customers)
12%22%15%23%26%18%21%11%17%5%15%18%18%

celcdejlabcdejlccelcc

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

17272446252320123921237285customer packs etc.
13%15%13%22%18%15%17%9%15%4%8%13%14%

abcdejlbcebceb

Advertising and
promotional material,
such as catalogues,
brochures and direct

7201119101098174924148mail
5%11%6%9%7%6%8%6%7%6%6%8%7%

Publications, such as
magazines, periodicals,

61676977313-4988customer newsletters
5%9%4%3%6%5%6%3%5%-%3%3%4%

abeij

Legal / accounts
22--2-111-2-11documents / tax forms
1%1%-%-%1%-%1%1%*%-%1%-%1%

aaaa

Goods / business
supplies / large packets

22---2-1----7ordered via lorry
2%1%-%-%-%1%-%1%-%-%-%-%*%

adddd

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

223232252823211925103336305None of These
17%17%17%12%20%15%18%15%10%17%21%12%15%

dddaddddadi
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

---2--13*---5Other
-%-%-%1%-%-%1%2%*%-%-%-%*%

ddadgj

-------------Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Net: Letters, large
letters, packets and

90113119156100101777318738912211367parcels
69%61%64%75%71%67%66%60%71%68%59%77%68%

bejkbebejkbefgjk

24483766403230195842056435Net: Bulk mailings
19%26%20%32%28%22%26%16%22%7%13%19%22%

bceabcdegjlabcecbcebc
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

2432872632961088Letters
49%57%53%59%54%

dbd

Other everyday
correspondence, such as
invoices, one off bills

2492432602481000etc.
50%49%52%50%50%

149197164194703Large letters
30%39%33%39%35%

bdbd

139184142144609Parcels and packets
28%37%28%29%30%

abd

Order fulfilment
(sending ordered goods

841118176353to customers)
17%22%16%15%18%

abd

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

68947052285customer packs etc.
14%19%14%10%14%

abda

Advertising and
promotional material,
such as catalogues,
brochures and direct

38393437148mail
8%8%7%7%7%

Publications, such as
magazines, periodicals,

2922241388customer newsletters
6%4%5%3%4%

aa

Legal / accounts
423211documents / tax forms
1%*%1%*%1%

Goods / business
supplies / large packets

421-7ordered via lorry
1%*%*%-%*%

a

-----Refused
-%-%-%-%-%

86756579305None of These
17%15%13%16%15%

b

-24-5Other
-%*%1%-%*%
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

-----Don't Know
-%-%-%-%-%

Net: Letters, large
letters, packets and

3223573373511367parcels
64%71%67%70%68%

dd

10913810880435Net: Bulk mailings
22%28%22%16%22%

aabda
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QV6a. Which of the following types of post does your organisation send regularly (this is once a month or more frequently than that)?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
127621033053385888114835910181606Unweighted total

373778293367669164111521218Weighted total

98225977121382242360-24%
24%21%28%20%21%18%10%16%21%19%19%

dd

45718266123838925-49%
10%14%9%6%7%8%7%9%8%7%7%

b

941165601224620521750-74%
26%12%15%22%16%18%20%23%15%18%18%

acdb

15203715120437682364067775-100%
40%54%48%52%56%55%62%51%56%56%56%

ee

373778293367669164111521218Answered
57.8865.1159.2965.1365.8865.7570.8764.6665.0466.5866.53Mean

ee
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
19319821210031039111519310536181541251606Unweighted total

56626210381048812319610731179701401218Weighted total

1198208181928422033613282360-24%
19%15%13%20%18%22%23%21%19%9%20%19%20%19%

kkkk

4647411125103*1110138925-49%
8%10%6%7%10%13%4%5%3%1%6%14%9%7%

egecdefgjkcdefgjk

61111189198234217234152821750-74%
10%18%17%18%18%9%19%21%16%7%19%22%20%18%

hmmhmmdhmhmhmhm

353540567564967102662698317167775-100%
63%57%64%55%54%56%54%52%62%83%55%44%51%56%

abfjabfjbabcefghijk

lm

56626210381048812319610731179701401218Answered
69.0768.1873.2565.8964.4963.7864.9064.8172.3782.7166.4260.2264.1366.53Mean

abcfghijbabcfghijlm
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
229137750311036481405336417535153361606Unweighted total
1311087300918469123323131362497211218Weighted total

13223651717365851754032360-24%
10%20%22%19%16%5%15%27%13%22%41%13%19%

bggdghggacdefgh

6832662256236711118925-49%
5%8%9%7%5%5%6%11%5%3%11%7%7%

dghgh

201975516283217553277421750-74%
15%18%18%18%18%17%23%17%24%28%8%18%18%

bbbbbb

9258515352428990181377911401367775-100%
70%54%51%57%62%73%56%44%58%47%41%62%56%

abbebcdefhbebe

1311087300918469123323131362497211218Answered
78.0965.1463.4067.5570.5580.7070.2957.7871.2461.9950.5472.9666.53Mean

abbebcdefhbebbebe
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4122948965215541606Unweighted total
3012117025011681218Weighted total

9041104112252360-24%
30%20%15%22%19%19%

ab

399402868925-49%
13%4%6%4%7%7%

ab

6137117521221750-74%
20%18%17%10%18%18%

1111244413264567775-100%
37%59%63%63%55%56%

cc

3012117025011681218Answered
52.9467.2072.2170.1866.3766.53Mean

cbc
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3967864246115451-3464733512101606Unweighted total
231576411271191*-132212049871218Weighted total

901182811225--*1*9791462360-24%
39%20%7%39%19%-%-%82%19%2%44%39%15%19%

abaaiaaiai

26549484--*-2222628925-49%
11%9%2%16%7%-%-%18%-%88%10%11%6%7%

aaaiai

42125495212-----53717421750-74%
18%22%12%18%18%-%-%-%-%-%23%18%18%18%

aa

722793257670*--2*56560567775-100%
31%48%79%27%56%100%-%-%81%9%23%32%61%56%

cbcbcjbcij

231576411271191*-132212049871218Answered
46.6962.0483.9543.0967.0690.00-17.6578.5329.6840.5847.1771.1666.53Mean

cbcbcjbcij
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121111518620160699814681606Unweighted total
*431727541113792344461121870310871218Weighted total

---1510220191891682361471912360-24%
-%-%-%5%18%19%20%24%26%36%19%21%18%19%

dacabcabcefa

-*1234787842768962808925-49%
-%3%38%11%12%7%7%10%12%16%7%9%7%7%

acabcabcf

--*5*121991837410521715220021750-74%
-%-%2%30%1%23%18%23%21%23%18%22%18%18%

cccacacc

*429192761634013811367734361667775-100%
100%97%60%54%69%51%55%43%40%25%56%49%57%56%

bddbdefdefbdef

*431727541113792344461121870310871218Answered
90.0081.0970.3572.3672.5264.3566.3457.0554.4143.2066.5362.1667.5966.53Mean

ddbdefdefbdef
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914873-3-49125921606Unweighted total
11176284298450*-*-5774411218Weighted total

227536887*-*-3631552360-24%
20%15%19%23%19%70%-%70%-%65%98%36%35%19%

d

-15322318----2*3718925-49%
-%9%11%8%4%-%-%-%-%35%2%37%16%7%

aaa

340604964------210321750-74%
30%23%21%17%14%-%-%-%-%-%-%27%23%18%

aba

694139158281*-*----11367775-100%
50%53%49%53%63%30%-%30%-%-%-%-%26%56%

bcd

11176284298450*-*-5774411218Answered
65.5166.1162.5263.5571.2241.27-41.27-12.577.8728.9844.3366.53Mean

bcd
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530157144923633350101031501412161606Unweighted total
5311651181100145202952671221051651218Weighted total

15221581782251411395039382360-24%
28%19%49%16%15%27%48%60%58%41%37%23%19%

abcabcaa

485167322450*92819188925-49%
8%7%13%7%15%20%17%17%14%23%18%11%7%

aa

82091320344158*1325264021750-74%
15%18%11%18%31%3%20%11%20%21%25%24%18%

babb

2765031646581046*619206867775-100%
50%56%26%59%40%51%16%12%8%15%19%41%56%

baadbcd

5311651181100145202952671221051651218Answered
59.9766.8339.2069.4757.8357.4834.9329.0929.9635.7840.9655.6066.53Mean

baadbcd
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047716745333224130661606Unweighted total
2122100934013033119177103491218Weighted total

-28173626710038052272360-24%
-%23%17%18%52%30%16%45%50%55%19%

bab

-96830235222517108925-49%
-%8%7%9%18%16%13%14%16%20%7%

-2918181208552716621750-74%
-%24%18%24%15%26%29%15%16%12%18%

bbba

256586165209484518667775-100%
100%46%58%49%15%28%41%26%18%13%56%

acb

2122100934013033119177103491218Answered
80.0060.3668.6163.2831.8447.6659.0240.3033.4329.9066.53Mean

acba
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122050594314096140424391-1648773841606Unweighted total

56929073686681044489296282-906022771218Weighted total

111716712413717913989118-23113692360-24%
20%17%18%34%21%17%13%43%30%42%-%25%19%25%19%

ababbbb

*5565556076284454-553248925-49%
4%8%7%15%9%7%42%9%15%19%-%6%9%9%7%

abc

112917589143195-227865-221307321750-74%
22%19%19%24%21%19%-%25%26%23%-%24%22%26%18%

a

33905001003285942208545-4030711167775-100%
54%56%55%27%49%57%45%22%29%16%-%44%51%40%56%

cbcaa

56929073686681044489296282-906022771218Answered
64.8967.6866.6546.0762.3467.9645.8740.8447.8937.22-58.8663.8357.3566.53Mean

cbcaca
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
12111739952111478962982603741606Unweighted total
1012102366382240562081692491218Weighted total

792411413715228752762360-24%
75%76%21%19%17%17%37%40%42%31%30%19%

ab

*23*5263693830468925-49%
*%17%31%*%8%8%15%17%18%18%18%7%

2*2711916291149366921750-74%
19%2%24%30%18%20%24%20%24%21%28%18%

*1212378460101334505867775-100%
5%4%24%51%57%56%25%24%16%30%23%56%

cc

1012102366382240562081692491218Answered
22.8017.6642.6666.2067.7867.7045.6941.5137.5647.3644.9766.53Mean

ccc
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131722747133733941520916157212791557131415431606Unweighted total

985186351005523911396681183940117096611611218Weighted total

1843913186-592151422281962291882252360-24%
19%21%38%19%-%24%19%21%19%21%20%19%19%19%

ab

5134166-24866188778880878925-49%
5%18%4%7%-%10%8%9%7%8%8%8%8%7%

b

17831318824520612421318121118220921750-74%
18%16%9%19%38%19%18%19%18%19%18%19%18%18%

5718317565311263234065448764251663967775-100%
58%44%49%56%62%47%55%51%55%52%55%53%55%56%

aac

985186351005523911396681183940117096611611218Answered
68.4758.1856.6667.3081.2459.6266.5962.9566.2863.8466.0365.0866.1466.53Mean

abac
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
657949133875175296111618725064122681606Unweighted total
5077111006691312168631311895072101218Weighted total

1031331562553311564774221882360-24%
20%19%16%36%40%15%18%36%39%44%11%42%19%

ccbc

38506481718656238*278925-49%
8%7%6%12%13%8%7%5%12%17%2%13%7%

c

781381827233015728241423021750-74%
15%19%18%10%18%14%18%21%13%28%25%14%18%

bcb

28739060529391374865069546567775-100%
57%55%60%42%30%64%56%38%37%11%62%31%56%

ababaa

5077111006691312168631311895072101218Answered
66.9166.2670.4450.3645.3771.5667.3552.9048.0433.7372.6644.5266.53Mean

abaaa
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
9131185911342085311579150593871606Unweighted total
47116434508219412551171521218Weighted total

6*1259145137153242360-24%
13%3%19%15%19%17%26%31%29%30%15%16%19%

ccdaab

226369677111148925-49%
5%19%9%10%11%11%34%18%30%22%6%9%7%

dacdabab

103147111931161253421750-74%
21%27%21%22%22%23%15%27%26%23%28%23%18%

2963318244051041398067775-100%
61%51%51%53%48%49%25%25%15%25%51%53%56%

ababcdcd

47116434508219412551171521218Answered
70.6570.5763.1767.2661.6663.8544.4246.5040.7845.3365.3865.7266.53Mean

ababcdcd
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
958613411497135869741222742541606Unweighted total
8198961369297666916432822051218Weighted total

151717282315111526418482360-24%
19%17%18%20%25%15%17%22%16%11%21%23%19%

dd

5751178241544168925-49%
6%8%6%8%8%8%3%6%9%11%5%8%7%

f

1319132614161410347202921750-74%
17%19%14%19%15%16%21%14%21%23%25%14%18%

aa

475561714858394089184011267775-100%
58%57%63%52%52%60%59%58%54%55%49%55%56%

b

8198961369297666916432822051218Answered
68.2568.0871.7364.4162.1469.9069.3966.2366.4367.3763.8064.6566.53Mean

h
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3153465953501606Unweighted total
2753252993191218Weighted total

496552692360-24%
18%20%18%22%19%

182720248925-49%
6%8%7%8%7%

4557585721750-74%
16%17%19%18%18%

16317716816967775-100%
59%54%56%53%56%

2753252993191218Answered
69.4165.4267.0464.7166.53Mean
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Letters and large letters (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

6874337164581411570-24%
31%44%18%27%20%50%80%55%39%24%26%

acababceaba

51325336*24889425-49%
25%3%8%16%18%17%8%18%18%15%15%

cdd

249282441139910350-74%
9%24%22%18%13%13%12%10%15%17%17%

752060887-1524825575-100%
35%28%52%39%48%20%-%17%27%43%42%

dddddbcde

191739155183335820576609Answered
46.6140.9161.3953.7258.9536.7415.8734.1143.4056.1855.13Mean

dededdcdebcde
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

5912132911632762614201570-24%
22%36%40%25%18%20%11%31%16%62%26%35%27%26%

egijceghijmggggg

645791247147-119149425-49%
28%16%19%15%25%7%12%13%16%-%11%23%19%15%

cfghjhchh

5449111137186-206910350-74%
24%15%12%17%23%24%13%17%14%-%19%14%13%17%

kk

5892331727364025444113025575-100%
25%33%29%44%34%48%63%39%54%38%44%27%41%42%

kmkmabcfijklmbiklmkm

20252953449555710345101024173609Answered
48.9148.1142.9256.3755.1464.9869.2751.8164.4337.5456.4243.6751.5755.13Mean

klkabfklmabcfijklmbfklmk
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

171404111667244331621211570-24%
35%25%29%25%36%64%31%14%40%21%14%24%26%

abebdehbe

118228662952311041029425-49%
23%15%19%14%15%15%16%13%27%48%12%41%15%

abeh

49915883252426*15110350-74%
9%18%11%19%17%14%15%18%15%6%17%35%17%

bb

162396019560351287248-25575-100%
32%43%41%42%32%7%38%55%18%25%56%-%42%

dgdghdgh

485611454641883712234398854609Answered
46.3355.8952.2556.0246.7024.9451.5866.3235.8240.5566.6438.7255.13Mean

bdgdghdgh
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

48307931541570-24%
20%32%30%13%26%26%

cc

3719365899425-49%
16%20%14%20%15%15%

411349410010350-74%
17%13%18%16%17%17%

112331021224325575-100%
47%35%38%51%41%42%

ab

2379526723586609Answered
60.0650.0751.5764.5154.7555.13Mean

ab
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

5372337150*--2*5451041570-24%
26%22%39%27%26%100%-%-%85%8%23%26%26%26%

bc

285213490----*325659425-49%
14%16%16%14%15%-%-%-%-%18%15%14%16%15%

227110499----22188110350-74%
11%22%12%15%17%-%-%-%-%69%11%10%20%17%

acbb

1001262912243--***118815525575-100%
49%39%34%43%42%-%-%100%15%6%51%50%38%42%

abai

2033218527582*-*3321176406609Answered
57.9255.3847.4959.1754.948.00-80.0017.0757.9564.2157.7353.7355.13Mean

aa
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

*4*4612129131531571561131431570-24%
100%100%29%45%64%49%31%29%29%26%34%33%36%26%

adddf

---522797640948772809425-49%
-%-%-%52%18%6%19%17%22%15%19%21%20%15%

bddd

--1*1582853210389667910350-74%
-%-%71%*%6%21%20%19%17%17%19%19%20%17%

---*16121161582551299010025575-100%
-%-%-%3%11%24%29%36%32%42%28%26%25%42%

abcaabcef

*4291025412453184609461342403609Answered
8.0017.3150.6319.2822.3839.0245.9750.6847.0955.1344.3443.5842.2455.13Mean

abcaabcef
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

242404229*-*----1571570-24%
42%46%30%38%24%24%-%30%-%-%-%-%27%26%

aca

-19321916----2-2899425-49%
-%21%24%17%14%-%-%-%-%34%-%24%15%15%

a

-15282224----2139810350-74%
-%17%21%20%20%-%-%-%-%35%14%27%17%17%

215342849*-**26524225575-100%
58%16%25%25%41%76%-%70%100%31%86%48%41%42%

ddbcd

4921341121191-**5710586609Answered
54.6735.8042.7942.0454.5065.57-57.4695.0070.2487.0866.8654.4155.13Mean

dbcd
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

515010147751172*122730881570-24%
24%34%6%32%44%44%17%5%14%16%22%42%26%

baabcd

*8788633*59*102334279425-49%
2%20%5%19%19%2%14%8%12%13%24%13%15%

bbbbacd

783327225672*1734232810350-74%
32%19%20%16%15%24%18%8%20%20%17%13%17%

a

912010614938720944685526525575-100%
43%27%68%33%22%31%51%80%54%50%37%31%42%

aabcabab

2144015545417124411585169139208609Answered
56.1243.7776.9747.6438.3247.3462.5885.6767.7562.9252.6744.2555.13Mean

aabcababa
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-21134462313512919111570-24%
-%33%38%31%11%34%20%20%14%19%26%

b

-11752628662262449425-49%
-%17%21%17%14%16%28%18%17%7%15%

a

-196241386532424710350-74%
-%30%17%27%18%16%48%17%18%12%17%

bb

-138437118136*66703925575-100%
-%20%24%25%57%34%5%46%51%63%42%

a

-63355150207402714513762609Answered
-41.8340.4645.3168.6148.1842.0457.1963.6466.9055.13Mean

ba
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

19712014010913922411775-17105381570-24%
35%38%35%31%33%36%39%20%31%19%-%30%37%25%26%

aca

*53607369802146650-857329425-49%
5%21%18%16%21%21%45%11%18%13%-%13%20%22%15%

cac

14768736374*246276-15543710350-74%
44%18%20%16%19%19%3%20%17%19%-%27%19%25%17%

*59931618693159127193-16674125575-100%
16%23%27%36%26%24%13%49%34%49%-%30%24%28%42%

abbb

22573414483273874121371394-56284148609Answered
39.0740.1543.6849.9343.4641.5733.8660.4749.2061.68-47.0441.0647.6755.13Mean

abbbb
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

*1249311115165565881570-24%
5%3%21%26%35%32%28%21%20%32%30%26%

cdc

2-354961783935569425-49%
17%-%33%36%19%18%13%11%14%17%19%15%

d

14*14865111759406210350-74%
8%24%3%7%18%19%21%22%22%20%21%17%

71245751081934121648625575-100%
70%73%43%31%28%31%37%46%44%32%29%42%

abab

10179152653455275274204291609Answered
71.9079.0353.8348.5944.0747.3752.9058.8958.3847.6547.5755.13Mean

abab
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

127264136-34150941531371521361521570-24%
31%21%19%30%-%20%27%25%26%26%26%27%27%26%

ac

7120280-20885892879387919425-49%
18%16%9%18%-%12%16%15%16%16%16%17%16%15%

5635267-34967010393100839710350-74%
14%27%7%15%-%21%17%18%17%17%17%17%17%17%

b

1504714165*8022716024121623619423325575-100%
37%36%65%37%100%48%40%42%41%41%41%39%41%42%

b

40412821448*168561381589533582500574609Answered
50.1154.8267.6550.2599.0061.0553.9855.4554.6454.3254.3252.6954.0955.13Mean

ab
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

649413171922106273051321570-24%
23%28%33%13%13%30%25%26%15%8%21%14%26%

ab

43517811511748255*279425-49%
15%15%19%2%10%14%17%8%13%8%3%12%15%

abba

4063641224117913321213510350-74%
14%19%16%23%16%15%19%13%16%21%16%15%17%

1331221283391311665411537213925575-100%
47%37%32%63%61%41%39%53%57%63%60%59%42%

accb

2803294025314975426103202593234609Answered
59.4551.4447.1875.0769.1451.1454.3660.7366.3974.1071.9268.0555.13Mean

accc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 13  (continuation)                                                                                                                                                    Page 298

Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

62759156166181191570-24%
31%40%20%29%38%33%31%32%17%27%41%32%26%

d

2145310410612*129425-49%
12%31%13%27%13%22%18%20%18%17%3%20%15%

b

3181586581011310350-74%
15%21%22%8%23%18%28%11%23%14%42%21%17%

aaa

8*1666125191429*1625575-100%
42%9%45%36%26%27%23%38%42%42%14%26%42%

baa

1953517244421493469359609Answered
55.8735.2360.0949.3144.5044.8045.7450.1158.9455.7940.3445.5455.13Mean

aa
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

311101620169720713261570-24%
9%21%19%19%34%37%26%26%24%40%34%30%26%

jlijllll

79109953513*10139425-49%
22%17%17%11%16%12%10%19%16%3%26%15%15%

2109167146913251110350-74%
6%19%17%19%13%31%18%32%16%10%14%13%17%

adhladhl

20222742219166368103825575-100%
63%43%47%51%37%20%46%23%44%47%27%43%42%

abdeghgegbegegegeg

325156835843342781173889609Answered
64.8056.3761.6960.8048.1242.0559.4848.1557.5854.7446.1454.5455.13Mean
beghgbeghgggg
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

245236461570-24%
17%28%25%32%26%

dd

252321249425-49%
18%13%15%16%15%

2137281810350-74%
15%20%19%12%17%

6972585625575-100%
49%39%41%39%42%

139184142144609Answered
60.4752.3856.2652.3555.13Mean

ac
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Parcels and packets (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
133641053263785597913434610861645Unweighted total

433983317410639153912091272Weighted total

2122431591703659225856210-24%
50%56%52%50%41%57%59%58%57%48%49%

aaaaa

4*7243761139510125-49%
10%1%8%8%9%9%12%8%9%8%8%

dddd

4633441712511712550-74%
10%15%4%11%10%12%7%15%12%10%10%

cc

1311301001621423941142575-100%
30%27%36%31%40%22%22%19%23%34%33%

bbcde

433983317410639153912091272Answered
39.2937.8840.4741.9449.5133.9531.9432.4334.9743.6443.16Mean

bdebcde
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
21620220610211161041222018539172651171645Unweighted total

65626510801221041272078439180821361272Weighted total

29303253050566510245189533676210-24%
45%49%49%49%41%54%51%50%53%45%53%40%49%49%

i

659821310619721031210125-49%
9%8%13%8%11%10%5%9%8%5%6%4%9%8%

bcgj

48311012516148218171812550-74%
6%12%5%10%10%5%12%7%10%6%10%21%13%10%

hkmkhkmhkmcdfhijkm

26192135847334071241758293942575-100%
40%31%33%33%39%32%32%34%29%44%32%35%29%33%

aj

65626510801221041272078439180821361272Answered
48.2542.0242.3642.9749.6038.5441.4342.8839.2250.1341.1449.9940.4143.16Mean

h
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
192145353211135951105444517642179431645Unweighted total
1131159329943452863538813332117271272Weighted total

5856316645523057171865396266210-24%
51%49%51%48%51%66%47%48%40%27%53%21%49%

acdabcdefhacacaacd

13882675311242911113210125-49%
12%8%8%8%7%14%12%7%8%3%11%6%8%

eh

4121349147111292265412550-74%
4%10%10%10%10%13%4%7%16%20%4%14%10%

bbbebefhbefhb

383871033221456131444816381642575-100%
33%33%31%34%32%7%37%37%36%50%32%59%33%

ggggbghgbdefgh

1131159329943452863538813332117271272Answered
43.1443.1641.2243.8341.6223.6745.4545.5047.6559.2440.3368.5543.16Mean

ggggbeghgbdefgh
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4643048706815771645Unweighted total
3572326776412081272Weighted total

219123277186036210-24%
61%53%41%29%50%49%

abab

28234939810125-49%
8%10%7%5%8%8%

271979911612550-74%
8%8%12%13%10%10%

c

83672723439142575-100%
23%29%40%53%32%33%

bca

3572326776412081272Answered
31.9539.0350.3263.5542.0743.16Mean

cbca
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4437674357215731-3585537112021645Unweighted total
273598402341238*-1352623910001272Weighted total

18030014223598*-*32181574416210-24%
66%50%35%68%48%100%-%82%91%49%69%66%44%49%

abaaiaaiai

187013*101-----*188310125-49%
7%12%3%*%8%-%-%-%-%-%1%8%8%8%

aaccjjcj

2069361124--*--*1910512550-74%
7%12%9%2%10%-%-%18%-%-%2%8%11%10%

ccjcj

5515921110415---*274537042575-100%
20%27%53%30%34%-%-%-%9%51%29%19%37%33%

cbcbbb

273598402341238*-1352623910001272Answered
28.8638.3560.0132.3343.462.00-16.479.2751.1731.8628.3747.0643.16Mean

cbcbcjbcij
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
14726399510121539623614118580011041645Unweighted total
*4314264675611904354698495377801272Weighted total

*43917324865862313575513615076210-24%
100%97%100%68%66%71%64%49%53%76%65%67%65%49%

abcefefefef

---*478395495993678810125-49%
-%-%-%1%14%15%11%8%11%13%11%12%11%8%

fffff

-*-43210511741331146410812550-74%
-%3%-%27%12%5%14%10%9%7%13%12%14%10%

bddefddef

---124833921142091457742575-100%
-%-%-%4%8%10%11%33%26%4%11%8%10%33%

abcdeabcdddd

*4314264675611904354698495377801272Answered
2.002.091.6621.0920.6120.4424.5242.7337.0715.8024.0521.7423.5043.16Mean

abcdeabcdddd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
112883192932734-3149175801645Unweighted total

91562332142361-**55104481272Weighted total

61171571221481-**3483416210-24%
69%75%67%57%63%100%-%100%100%65%80%77%76%49%

abcb

118303114----2125410125-49%
11%12%13%14%6%-%-%-%-%35%20%18%12%8%

aaa

212323137-------3312550-74%
21%8%14%15%16%-%-%-%-%-%-%-%7%10%

ddd

-8153037------*2042575-100%
-%5%6%14%16%-%-%-%-%-%-%5%4%33%

cdcd

91562332142361-**55104481272Answered
19.2917.1420.9428.6927.312.07-1.275.0017.197.3411.9315.9843.16Mean

dcdcd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
641120202144319823392121141701351821645Unweighted total
438051761096124133315751361051461272Weighted total

335181165059010256564108671126210-24%
75%64%66%46%73%79%77%98%86%79%63%76%49%

aabbb

489138817239*519191510125-49%
9%11%7%8%14%17%12%2%7%14%18%10%8%

ad

21131011514-19-4791312550-74%
4%14%6%10%11%-%6%-%6%5%8%9%10%

bba

585363893*17-1210642575-100%
12%11%21%35%2%4%5%-%2%2%10%4%33%

bcd

438051761096124133315751361051461272Answered
21.6624.0828.6345.4917.3111.9515.392.4210.0914.1121.7116.5643.16Mean

bcdd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1181103835418542928176134641645Unweighted total
29872623216130815136114481272Weighted total

26946814812423389988416210-24%
100%71%64%64%77%76%52%72%78%85%49%

-108228174221914410125-49%
-%10%11%12%10%14%15%14%12%8%8%

-91013714192139112550-74%
-%9%14%16%8%6%13%10%8%3%10%

c

-107618714363242575-100%
-%11%10%8%4%4%19%4%2%4%33%

29872623216130815136114481272Answered
20.0022.3923.8124.4314.6416.4131.3916.6113.3312.2543.16Mean
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1476489947775510514147407402-1367112991645Unweighted total

5500634341508742495289295-714642011272Weighted total

4314408257343480280217225-563131316210-24%
81%63%64%75%67%65%58%84%75%77%-%79%67%65%49%

ababab

*6070516284294138-9542810125-49%
2%12%11%15%12%11%42%10%14%13%-%13%12%14%8%

*78952063106-31918-1582312550-74%
3%16%15%6%12%14%-%3%6%6%-%2%13%12%10%

cccc

14862134071-31313-4391942575-100%
14%10%10%4%8%10%-%3%4%4%-%6%8%9%33%

cc

5500634341508742495289295-714642011272Answered
18.8424.0924.2315.9921.4823.4322.0212.0116.1615.71-15.5421.7523.6443.16Mean

ccccc
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1315194475986383992912543571645Unweighted total

615162850060046622041672381272Weighted total

31361731039037531471221746210-24%
48%86%40%61%62%65%80%86%72%73%73%49%

abc

2-1263725532243710125-49%
31%-%4%6%13%12%11%8%15%15%16%8%

*24*77852215151712550-74%
5%12%27%1%15%14%5%3%7%9%7%10%

d

1*495054221141042575-100%
17%2%28%33%10%9%4%3%5%3%4%33%

615162850060046622041672381272Answered
28.8911.5044.8736.2624.4523.3513.4212.0617.5516.2317.2343.16Mean

dd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131322846133334071523926162212691530125515111645Unweighted total

987185331002326111607081251962115992611431272Weighted total

4501122247211405863526125086035145986210-24%
46%60%66%47%41%54%51%50%49%53%52%56%52%49%

baee

7916277-2295609986100919810125-49%
8%9%6%8%-%8%8%9%8%9%9%10%9%8%

1061311062251187212410211810111812550-74%
11%7%4%11%59%10%10%10%10%11%10%11%10%10%

352448348-7436122341626733821932942575-100%
36%24%23%35%-%28%31%32%33%28%29%24%29%33%

aabcdbbb

987185331002326111607081251962115992611431272Answered
45.8232.4727.7144.6729.5438.8141.2942.2643.0638.5239.5334.9839.1743.16Mean

ababcdbbb
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
665980133281215296112921227778113071645Unweighted total
5277451010751792069041522346952661272Weighted total

25936245655107103424881404721676210-24%
49%49%45%73%60%50%47%58%60%68%44%63%49%

accb

38638421410771220621910125-49%
7%8%8%3%8%5%9%8%9%9%42%7%8%

c

47771114921968203-2112550-74%
9%10%11%6%5%10%11%5%8%5%-%8%10%

aaa

18324235914497130745541315942575-100%
35%32%36%18%28%35%34%29%23%19%14%22%33%

ab

5277451010751792069041522346952661272Answered
43.6942.7845.8424.8435.3743.9744.3136.1432.9826.9437.3731.3143.16Mean

abbaa
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
9426197901121554510375142483011645Unweighted total
47127637395716382551131111272Weighted total

23535212744123321447766210-24%
50%45%46%57%67%77%79%85%82%85%51%68%49%

dababb

*43*4413231710125-49%
*%31%4%1%11%7%9%8%7%7%4%6%8%

817567212342012550-74%
17%5%9%13%14%12%10%3%9%5%29%18%10%

baacdc

152321132*1*22842575-100%
33%19%41%28%8%3%2%4%2%3%16%7%33%

acd

47127637395716382551131111272Answered
44.5734.8949.9738.0721.7417.1117.8313.8914.4014.5734.5422.7343.16Mean

aaacdcd
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
101971441219212810011142421852211645Unweighted total

851201101419094707918029981771272Weighted total

485648845451352590838846210-24%
57%47%44%60%60%54%50%32%50%27%38%48%49%

bejeabdejabejbeeee

48111366987481610125-49%
5%7%10%9%7%7%13%10%4%13%8%9%8%

dddldd

981510725722792512550-74%
10%7%13%7%8%2%7%9%12%24%9%14%10%

ggggggggi

24483634223521386210435142575-100%
29%40%33%24%24%37%30%49%34%35%44%29%33%

hihiadfhijliafhil

851201101419094707918029981771272Answered
38.0446.6645.6432.7532.4544.1440.1857.8844.6954.1652.7140.8143.16Mean

hihihiadfghijlhiafhil
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3423416353271645Unweighted total
3153243303041272Weighted total

1521891501306210-24%
48%58%46%43%49%

abd

2325242810125-49%
7%8%7%9%8%

3119344112550-74%
10%6%10%14%10%

ccc

1089012210542575-100%
34%28%37%34%33%

c

3153243303041272Answered
43.9935.9646.8945.9343.16Mean

ccc
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Other post items (WRITE IN:) (QV1c Approximately what percentage of your monthly postal spend is allocated to each of the following types of post.)
Base: All sending other postal items (QV6a=4-8 or 98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
127621033053385888114835910181606Unweighted total

373778293367669164111521218Weighted total

3030722653485361235106011131-24             (12.5)
82%82%92%91%95%80%66%74%85%92%91%

deebdedcdebcde

2121688124465425 - 49          (37.0)
4%4%2%5%2%11%16%14%9%4%4%

aaaaa

25255311*242750 - 99          (75.0)
6%13%3%2%1%4%13%7%1%2%2%

ababcababeab

3*-472*111517100 - 249       (175.0)
7%1%-%1%2%4%5%4%3%1%1%

abcaaaa

*-*2-*-**23250 - 499       (375.0)
*%-%*%1%-%1%-%*%1%*%*%

-*2*-*-**34500 - 4,999    (2750.0)
-%*%2%*%-%*%-%1%*%*%*%

ab

5,000 - 49
-----*--*-*,999          (27500.0)
-%-%-%-%-%*%-%-%*%-%*%

50,000 -
-----------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%

-----------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%

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

323274281356607143811071167Net: 0-49
87%86%95%96%97%91%82%89%94%96%96%

edededcdcde

554121162224551Net: 50+
13%14%5%4%3%9%18%11%6%4%4%

abcabaabeab

373778293367669164111521218Answered
28.9930.3178.7521.2216.7187.2432.8643.86116.8325.8529.19Mean

aab
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
19319821210031039111519310536181541251606Unweighted total

56626210381048812319610731179701401218Weighted total

5056579519680111178102251665813411131-24             (12.5)
89%90%91%92%92%90%90%91%96%81%93%83%96%91%

bdbdbdbdlm

433443566446845425 - 49          (37.0)
7%5%4%4%3%5%5%3%4%13%3%12%3%4%

acfijkacfijk

1*1244239*23-22750 - 99          (75.0)
3%1%2%2%4%2%2%4%*%6%2%-%1%2%

elel

111141223*-34-17100 - 249       (175.0)
1%1%2%1%1%2%2%1%*%-%2%5%-%1%

aej

-**21-1------3250 - 499       (375.0)
-%*%1%*%1%-%1%-%-%-%-%-%-%*%

*2*2------2--4500 - 4,999    (2750.0)
*%3%*%*%-%-%-%-%-%-%1%-%-%*%

fjkm

5,000 - 49
---*--*------*,999          (27500.0)
-%-%-%*%-%-%*%-%-%-%-%-%-%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

545960995988411718410629172661381167Net: 0-49
96%95%96%96%95%95%95%94%99%94%96%95%99%96%

dfgilf

23343546121284251Net: 50+
4%5%4%4%5%5%5%6%1%6%4%5%1%4%

eeeaee

56626210381048812319610731179701401218Answered
22.7889.9624.7826.1720.0518.6549.8418.3314.0119.4344.4824.0913.8729.19Mean

fjkmaaaeae
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
229137750311036481405336417535153361606Unweighted total
1311087300918469123323131362497211218Weighted total

1169982808334201163227813522882111131-24             (12.5)
89%92%93%91%89%95%98%89%99%91%90%99%91%

ehehbceghe

747846235*221*1*5425 - 49          (37.0)
5%4%3%5%5%4%1%7%1%1%1%*%4%

bbddbd

72062114**11--2*2750 - 99          (75.0)
5%2%2%2%3%*%*%3%-%-%2%*%2%

addg

11631491-1*24-17100 - 249       (175.0)
1%1%1%2%2%1%-%*%*%8%4%-%1%

defghde

-3122-----1-3250 - 499       (375.0)
-%*%*%*%*%-%-%-%-%-%1%-%*%

e

-4222--*--2-4500 - 4,999    (2750.0)
-%*%1%*%*%-%-%*%-%-%2%-%*%

e

5,000 - 49
-**-------*-*,999          (27500.0)
-%*%*%-%-%-%-%-%-%-%*%-%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1221045288879443122323001362289211167Net: 0-49
94%96%96%96%94%99%100%96%100%92%91%100%96%

bchbbbceh

8431239271*12*29*51Net: 50+
6%4%4%4%6%1%*%4%*%8%9%*%4%

dgddgdefg

1311087300918469123323131362497211218Answered
18.5830.4744.1124.3331.1714.4913.0518.0713.0025.36106.7012.7529.19Mean

dfg
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4122948965215541606Unweighted total
3012117025011681218Weighted total

25019366747106711131-24             (12.5)
83%91%95%93%91%91%

cbc

266222525425 - 49          (37.0)
9%3%3%3%4%4%

ab

1359*272750 - 99          (75.0)
4%2%1%*%2%2%

a

75521517100 - 249       (175.0)
2%2%1%4%1%1%

aa

3*--33250 - 499       (375.0)
1%*%-%-%*%*%

a

22--44500 - 4,999    (2750.0)
1%1%-%-%*%*%

aa

5,000 - 49
*---**,999          (27500.0)
*%-%-%-%*%*%

50,000 -
------499,999      (275000.0)
-%-%-%-%-%-%

500,000 - 4
------,999,999    (2750000.0)
-%-%-%-%-%-%

------5m +        (5500000.0)
-%-%-%-%-%-%

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

2761996884911191167Net: 0-49
92%94%98%96%96%96%

bc

25121424951Net: 50+
8%6%2%4%4%4%

aa

3012117025011681218Answered
52.8242.4915.1419.3529.6229.19Mean

a
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3967864246115451-3464733512101606Unweighted total
231576411271191*-132212049871218Weighted total

174533407151098---121315993911131-24             (12.5)
75%92%99%56%92%-%-%-%19%82%59%78%95%91%

cbcbcjcjbcij

25281747--*2*517295425 - 49          (37.0)
11%5%*%26%4%-%-%41%72%14%22%9%3%4%

abaabiabiai

16102126-----115122750 - 99          (75.0)
7%2%1%3%2%-%-%-%-%-%4%7%1%2%

abaai

1061116--**-*9717100 - 249       (175.0)
4%1%*%3%1%-%-%41%9%-%2%4%1%1%

abaai

3*-12-----12*3250 - 499       (375.0)
1%*%-%4%*%-%-%-%-%-%5%1%*%*%

ababiabiai

4--22--*-*22-4500 - 4,999    (2750.0)
2%-%-%7%*%-%-%18%-%4%8%1%-%*%

ababiabiai

5,000 - 49
*--*-*-------*,999          (27500.0)
*%-%-%*%-%100%-%-%-%-%-%-%-%*%

ai

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

199561408221145--*22171769691167Net: 0-49
86%97%99%82%96%-%-%41%91%96%81%87%98%96%

cbcbcjbcij

32163546*-***4271951Net: 50+
14%3%1%18%4%100%-%59%9%4%19%13%2%4%

abaaiaaiai

231576411271191*-132212049871218Answered
89.2116.5113.30358.4121.7427500.00-572.5945.43130.60252.8553.5915.1829.19Mean

abaabiaabiai
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121111518620160699814681606Unweighted total
*431727541113792344461121870310871218Weighted total

------1113706286412111362798811131-24             (12.5)
-%-%-%-%-%-%100%89%83%89%91%89%91%91%

bcdeeefee

-----54-4427255441505425 - 49          (37.0)
-%-%-%-%-%100%-%6%8%5%4%6%5%4%

acdac

----27--2513102719272750 - 99          (75.0)
-%-%-%-%100%-%-%3%4%2%2%3%2%2%

abd

---17---1311917111717100 - 249       (175.0)
-%-%-%100%-%-%-%2%3%2%1%2%2%1%

abcabc

--3----2323223250 - 499       (375.0)
-%-%100%-%-%-%-%*%1%*%*%*%*%*%

a

-4-----2444444500 - 4,999    (2750.0)
-%100%-%-%-%-%-%*%1%1%*%1%*%*%

acf

5,000 - 49
*------*******,999          (27500.0)

100%-%-%-%-%-%-%*%*%*%*%*%*%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-----541113750314437116766810381167Net: 0-49
-%-%-%-%-%100%100%95%91%95%96%95%95%96%

cdcdeeeee

*431727--42302451355051Net: 50+
100%100%100%100%100%-%-%5%9%5%4%5%5%4%

abababcdf

*431727541113792344461121870310871218Answered
27500.02750.00375.00175.0075.0037.0012.5030.1464.0948.3829.1938.1730.7529.19Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914873-3-49125921606Unweighted total
11176284298450*-*-5774411218Weighted total

9145256281422----46739511131-24             (12.5)
85%82%90%94%94%-%-%-%-%69%98%94%89%91%

dcdd

-1818810----2**235425 - 49          (37.0)
-%10%6%3%2%-%-%-%-%31%2%6%5%4%

abcab

24688*-*----102750 - 99          (75.0)
15%2%2%3%2%13%-%13%-%-%-%-%2%2%

-5417*-*-*--917100 - 249       (175.0)
-%3%1%*%2%56%-%56%-%1%-%-%2%1%

b

-1*-2-------23250 - 499       (375.0)
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

-4*---------44500 - 4,999    (2750.0)
-%2%*%-%-%-%-%-%-%-%-%-%1%*%

abc

5,000 - 49
-*---*-*-----*,999          (27500.0)
-%*%-%-%-%30%-%30%-%-%-%-%-%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

9163274289432----5774181167Net: 0-49
85%93%97%97%96%-%-%-%-%99%100%100%95%96%

ddd

21310918*-*-*--2451Net: 50+
15%7%3%3%4%100%-%100%-%1%-%-%5%4%

abc

11176284298450*-*-5774411218Answered
21.7797.2618.5315.5318.588466-8466.10-21.4013.1013.8641.7629.19Mean

a
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530157144923633350101031501412161606Unweighted total
5311651181100145202952671221051651218Weighted total

4510681041009128192632521109715011131-24             (12.5)
85%92%88%92%88%96%89%81%78%90%93%91%91%

bddd

2526476*18*106375425 - 49          (37.0)
4%4%5%4%4%2%6%8%15%5%3%4%4%

abc

4234234-6-3*432750 - 99          (75.0)
8%2%3%2%3%-%2%-%5%*%3%2%2%

acc

1162153*6**41417100 - 249       (175.0)
3%1%1%1%2%*%2%12%*%3%1%2%1%

*3*3-*1-1***3250 - 499       (375.0)
1%*%*%*%-%1%*%-%2%*%*%*%*%

-4223-*--2-24500 - 4,999    (2750.0)
-%*%1%*%2%-%*%-%-%1%-%1%*%

aa

5,000 - 49
*-*--*--*---*,999          (27500.0)
*%-%*%-%-%1%-%-%*%-%-%-%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

4711201101057135192812621161001571167Net: 0-49
89%96%93%96%93%98%96%88%93%95%95%95%96%

b

64584311*13*565851Net: 50+
11%4%7%4%7%2%4%12%7%5%5%5%4%

a

5311651181100145202952671221051651218Answered
90.7226.3786.8822.9983.99195.9121.2333.2878.6758.8017.4748.2929.19Mean

aa
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047716745333224130661606Unweighted total
2122100934013033119177103491218Weighted total

210091431311329916159914111131-24             (12.5)
100%82%91%92%87%90%85%90%88%85%91%

cc

-124517421*7435425 - 49          (37.0)
-%10%4%5%3%6%*%4%4%6%4%

ab

-52764612212750 - 99          (75.0)
-%4%3%2%3%2%4%1%2%1%2%

-517364174317100 - 249       (175.0)
-%4%2%1%4%1%4%4%4%5%1%

aba

--2*1*1**13250 - 499       (375.0)
-%-%*%*%1%*%6%*%*%2%*%

a

-*4*22*22-4500 - 4,999    (2750.0)
-%*%*%*%1%1%1%1%2%-%*%

5,000 - 49
-***-**--**,999          (27500.0)
-%*%*%*%-%*%1%-%-%*%*%

50,000 -
-----------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%

-----------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%

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

21139593301173201616695441167Net: 0-49
100%92%95%97%90%97%85%94%92%91%96%

cb

-10501013113118451Net: 50+
-%8%5%3%10%3%15%6%8%9%4%

aa

2122100934013033119177103491218Answered
12.5054.9232.0628.6362.8042.71246.2248.0568.04103.9129.19Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 15  (continuation)                                                                                                                                                    Page 326

QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122050594314096140424391-1648773841606Unweighted total

56929073686681044489296282-906022771218Weighted total

5613836329596952472255256-7453225611131-24             (12.5)
94%89%92%89%89%91%100%80%86%91%-%82%88%93%91%

bbccbc

*3741214048-71717-1036175425 - 49          (37.0)
4%5%5%6%6%5%-%8%6%6%-%11%6%6%4%

ab

*201771523-294-31732750 - 99          (75.0)
1%3%2%2%2%2%-%2%3%2%-%3%3%1%2%

-16971117-692-211117100 - 249       (175.0)
-%2%1%2%2%2%-%7%3%1%-%2%2%*%1%

aaaaa

-31222--21-12*3250 - 499       (375.0)
-%*%*%*%*%*%-%-%1%*%-%1%*%*%*%

a

-42444-24*-*4*4500 - 4,999    (2750.0)
-%1%*%1%1%*%-%2%1%*%-%*%1%*%*%

aa

5,000 - 49
-*****-***-****,999          (27500.0)
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

5650878349637999479272273-845682731167Net: 0-49
99%94%97%95%95%96%100%89%92%97%-%93%94%99%96%

bbcbc

*4229193145-10238-634451Net: 50+
1%6%3%5%5%4%-%11%8%3%-%7%6%1%4%

aaaaa

56929073686681044489296282-906022771218Answered
14.4240.3626.5755.7139.0631.1512.50125.2667.5031.45-67.2142.1328.8429.19Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
12111739952111478962982603741606Unweighted total
1012102366382240562081692491218Weighted total

109618587758274518914522311131-24             (12.5)
100%73%57%78%89%92%68%80%91%86%89%91%

bdeede

-2**333777129145425 - 49          (37.0)
-%14%4%*%5%4%18%12%6%5%5%4%

abcabc

---22118113532750 - 99          (75.0)
-%-%-%10%3%2%1%1%1%3%1%2%

**2-1673228517100 - 249       (175.0)
*%4%20%-%2%1%8%3%1%5%2%1%

aacac

-1-131--*213250 - 499       (375.0)
-%9%-%5%*%*%-%-%*%1%1%*%

--2242222-34500 - 4,999    (2750.0)
-%-%19%7%1%*%5%3%1%-%1%*%

bcb

5,000 - 49
----**--*--*,999          (27500.0)
-%-%-%-%*%*%-%-%*%-%-%*%

50,000 -
------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

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

101061862079434522011542361167Net: 0-49
100%87%62%79%93%97%86%92%97%91%95%96%

bbee

*2454428647141351Net: 50+
*%13%38%21%7%3%14%8%3%9%5%4%

aacc

1012102366382240562081692491218Answered
13.2855.05553.85227.2041.5327.85155.59110.2158.8426.5757.4929.19Mean

abb
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131722747133733941520916157212791557131415431606Unweighted total

985186351005523911396681183940117096611611218Weighted total

908165289245213104461210838551070881106111131-24             (12.5)
92%89%81%92%100%89%92%92%92%91%91%91%91%91%

b

448244-14483152435141515425 - 49          (37.0)
4%4%5%4%-%6%4%5%4%5%4%4%4%4%

195317-7251624232523252750 - 99          (75.0)
2%2%8%2%-%3%2%2%2%2%2%2%2%2%

a

134-15-5166171517151717100 - 249       (175.0)
1%2%-%2%-%2%1%1%1%2%1%2%1%1%

*3-2-13*313233250 - 499       (375.0)
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

b

2222-*22444444500 - 4,999    (2750.0)
*%1%5%*%-%*%*%*%*%*%*%*%*%*%

ba

5,000 - 49
-*-*-*********,999          (27500.0)
-%*%-%*%-%*%*%*%*%*%*%*%*%*%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

95217330969522710926431135898112192211121167Net: 0-49
97%93%87%96%100%95%96%96%96%95%96%95%96%96%

ab

3313536-134725484349444951Net: 50+
3%7%13%4%-%5%4%4%4%5%4%5%4%4%

ba

985186351005523911396681183940117096611611218Answered
21.5172.19161.6026.2412.5036.5125.6929.9529.5032.3229.7232.2729.8629.19Mean

ba
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
657949133875175296111618725064122681606Unweighted total
5077111006691312168631311895072101218Weighted total

4646499235912220179810916547618711131-24             (12.5)
92%91%92%86%93%93%92%83%87%93%96%89%91%

aa

233047326341373*75425 - 49          (37.0)
5%4%5%4%2%3%4%10%4%5%2%3%4%

bc

918223181177*-62750 - 99          (75.0)
2%3%2%5%1%4%1%6%3%*%-%3%2%

abb

710131311517**717100 - 249       (175.0)
1%1%1%1%2%*%2%1%4%1%2%3%1%

212*1-211--13250 - 499       (375.0)
*%*%*%*%1%-%*%1%1%-%-%1%*%

22-22-3*2*-24500 - 4,999    (2750.0)
*%*%-%3%1%-%*%*%1%*%-%1%*%

cc

5,000 - 49
-*--*--**--**,999          (27500.0)
-%*%-%-%*%-%-%*%*%-%-%*%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

488679970621252078321211725061941167Net: 0-49
96%96%96%91%95%96%96%93%91%99%98%92%96%

bab

1932376793210171*1751Net: 50+
4%4%4%9%5%4%4%7%9%1%2%8%4%

cba

5077111006691312168631311895072101218Answered
27.5030.4017.7395.4482.8616.2128.8253.7168.2021.0715.7963.8329.19Mean

cc
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
9131185911342085311579150593871606Unweighted total
47116434508219412551171521218Weighted total

461059314576173621451513911131-24             (12.5)
98%89%91%90%90%92%89%87%83%88%89%91%91%

abcd

*141241323275425 - 49          (37.0)
1%10%6%3%3%4%3%7%8%6%9%4%4%

d

-****1*111*32750 - 99          (75.0)
-%2%*%*%1%1%1%3%4%3%*%2%2%

*-*12***-**217100 - 249       (175.0)
1%-%*%3%4%*%1%1%-%*%1%1%1%

c

*-11111111*23250 - 499       (375.0)
*%-%2%3%2%1%6%3%4%2%1%2%*%

c

------------4500 - 4,999    (2750.0)
-%-%-%-%-%-%-%-%-%-%-%-%*%

5,000 - 49
------------*,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

47116332477917392348171451167Net: 0-49
99%98%98%93%93%97%92%94%91%95%98%96%96%

a

**22331323*751Net: 50+
1%2%2%7%7%3%8%6%9%5%2%4%4%

d

47116434508219412551171521218Answered
14.3415.8421.1630.9628.4219.9536.6227.1033.4524.6617.9622.1829.19Mean

d
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
958613411497135869741222742541606Unweighted total
8198961369297666916432822051218Weighted total

80888512281936165150287418511131-24             (12.5)
99%90%88%90%89%96%93%95%92%88%90%91%91%

abdhijkahij

14485122725125425 - 49          (37.0)
1%4%4%6%5%1%3%3%4%7%6%6%4%

gg

*274-21*3-352750 - 99          (75.0)
*%2%7%3%-%2%2%*%2%-%4%2%2%

adehlh

*2124-1122-217100 - 249       (175.0)
*%2%1%2%4%-%2%2%1%5%-%1%1%

adg

------*-2--*3250 - 499       (375.0)
-%-%-%-%-%-%*%-%1%-%-%*%*%

-2--2*-----*4500 - 4,999    (2750.0)
-%2%-%-%2%*%-%-%-%-%-%*%*%

adad

5,000 - 49
-----------**,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%*%*%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

8192891308695636815730791981167Net: 0-49
100%94%92%96%94%97%96%98%96%95%96%97%96%

hjk

*6766221723751Net: 50+
*%6%8%4%6%3%4%2%4%5%4%3%4%

lll

8198961369297666916432822051218Answered
13.1369.4319.1118.4969.8617.2018.6016.0521.4822.8216.6135.7029.19Mean

dlldl
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3153465953501606Unweighted total
2753252993191218Weighted total

25229727728711131-24             (12.5)
92%91%93%90%91%

91411205425 - 49          (37.0)
3%4%4%6%4%

96482750 - 99          (75.0)
3%2%1%3%2%

364317100 - 249       (175.0)
1%2%1%1%1%

--3*3250 - 499       (375.0)
-%-%1%*%*%

22-*4500 - 4,999    (2750.0)
1%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 know
-%-%-%-%-%

2613112883071167Net: 0-49
95%96%96%96%96%

1414111251Net: 50+
5%4%4%4%4%

2753252993191218Answered
35.2632.5719.5929.4929.19Mean
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QV2a. On average, how many letters and large letters items does your organisation typically send per mailing? Please think ONLY about all the letters and large letters you may send
as an organisation.
Base: All where letters or large letters are sent (QV6a=1-2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
127621033053385888114835910181606Unweighted total

373778293367669164111521218Weighted total

5122010716712129438450Less than once a week
12%32%26%37%46%18%16%11%22%38%37%

eecebcdeccbcde

124286397152410283298Once a week
31%11%35%21%26%23%22%23%24%25%24%

bdbdd

More than once a week
1312186675182511265284but not every day
35%34%23%23%20%28%21%31%28%23%23%

abcaaa

85135724204611156176Once a day
21%14%16%19%7%30%41%35%26%14%14%

aaaaaabeaa

*4--3*--*88Twice a day
1%10%-%-%1%1%-%-%1%1%1%

abce

----*----33More than twice a day
-%-%-%-%*%-%-%-%-%*%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
19319821210031039111519310536181541251606Unweighted total

56626210381048812319610731179701401218Weighted total

182319389283352704911712352450Less than once a week
33%37%31%37%27%37%42%36%46%36%40%33%37%37%

iikikmi

14141625433203241269481134298Once a week
26%22%26%24%32%23%26%21%25%28%27%16%24%24%

bf

More than once a week
13161623826212751199412320284but not every day
24%26%25%23%25%24%22%26%18%29%23%33%15%23%

aaaaaaaae

1091014613141231122191331176Once a day
18%15%16%14%13%16%10%16%11%7%11%18%22%14%

ccdegj

--183**4----18Twice a day
-%-%1%1%3%*%*%2%-%-%-%-%1%1%

cjlm

-**2--------23More than twice a day
-%*%1%*%-%-%-%-%-%-%-%-%1%*%

j

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
229137750311036481405336417535153361606Unweighted total
1311087300918469123323131362497211218Weighted total

51399109341199251510545153411450Less than once a week
39%37%36%37%42%21%45%33%33%60%35%52%37%

deggggbdeghgdeg

382617422410717983394317298Once a week
29%24%25%24%23%14%29%27%29%18%32%34%24%

ggggghg

More than once a week
262576921510730879363192284but not every day
20%24%23%23%23%25%25%25%26%13%19%8%23%

aaaaa

15160441315648*39152141176Once a day
12%15%15%14%12%39%*%13%11%9%14%6%14%

fabcdefhffff

1735*1-6-*--8Twice a day
1%1%1%1%*%1%-%2%-%1%-%-%1%

hh

-3*2-*-*2---3More than twice a day
-%*%*%*%-%*%-%*%1%-%-%-%*%

h

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4122948965215541606Unweighted total
3012117025011681218Weighted total

674633728422450Less than once a week
22%22%48%55%36%37%

bca

61451899289298Once a week
20%21%27%19%25%24%

c

More than once a week
905813511273284but not every day
30%28%19%22%23%23%

aa

7859382174176Once a day
26%28%5%4%15%14%

aab

431-88Twice a day
1%1%*%-%1%1%

aa

1-2*23More than twice a day
*%-%*%1%*%*%

------Don't know
-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3967864246115451-3464733512101606Unweighted total
231576411271191*-132212049871218Weighted total

391402716444-----634410450Less than once a week
17%24%66%22%37%-%-%-%-%-%28%16%42%37%

cbcbjbij

32170962296----*230266298Once a week
14%29%23%7%25%-%-%-%-%2%9%15%27%24%

accbcjbcj

More than once a week
71181322282----*268213284but not every day
31%31%8%8%24%-%-%-%-%4%9%34%22%23%

aacjacijcj

86791017159*-132116989176Once a day
37%14%3%62%13%100%-%100%100%93%53%34%9%14%

abaabiaabiai

251*8-----*268Twice a day
1%1%*%1%1%-%-%-%-%-%1%1%1%1%

*2--3------*23More than twice a day
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121111518620160699814681606Unweighted total
*431727541113792344461121870310871218Weighted total

--2781042221579119450187387450Less than once a week
-%-%79%42%30%19%38%27%23%26%37%27%36%37%

bbbdefbdef

---18828119674112298161265298Once a week
-%-%-%9%28%14%25%25%21%24%24%23%24%24%

bdbd

More than once a week
-**4618256226103134284197265284but not every day
-%3%2%23%21%33%23%28%30%29%23%28%24%23%

aacacacac

*4154181451468492176150163176Once a day
100%97%19%27%14%34%13%18%25%20%14%21%15%14%

aacacacfacac

----2-76348858Twice a day
-%-%-%-%6%-%1%1%1%1%1%1%*%1%

aba

------33--3*33More than twice a day
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914873-3-49125921606Unweighted total
11176284298450*-*-5774411218Weighted total

----450-----1*118450Less than once a week
-%-%-%-%100%-%-%-%-%-%14%1%27%37%

bcd

---298-*-*-222107298Once a week
-%-%-%100%-%13%-%13%-%35%28%24%24%24%

acd

More than once a week
--284-------24128284but not every day
-%-%100%-%-%-%-%-%-%-%35%50%29%23%

abd

-176---*-*-31285176Once a day
-%100%-%-%-%87%-%87%-%65%23%24%19%14%

abc

8-----------48Twice a day
76%-%-%-%-%-%-%-%-%-%-%-%1%1%

3------------3More than twice a day
24%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530157144923633350101031501412161606Unweighted total
5311651181100145202952671221051651218Weighted total

184324140941870*11122175450Less than once a week
34%37%35%37%28%40%24%24%17%9%20%45%37%

acbcd

172812827030674*5174941298Once a week
32%24%24%25%21%31%25%11%8%14%46%25%24%

acdcd

More than once a week
112733025438492111662036284but not every day
20%23%25%23%26%22%31%36%17%54%19%22%23%

abd

81682015635155*39251513176Once a day
14%14%17%14%24%7%19%14%58%21%14%8%14%

babcaa

-8-81-3*-2118Twice a day
-%1%-%1%1%-%1%14%-%2%1%1%1%

-3-3--------3More than twice a day
-%*%-%*%-%-%-%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047716745333224130661606Unweighted total
2122100934013033119177103491218Weighted total

23334610836836562812450Less than once a week
100%27%34%32%28%25%34%32%27%26%37%

c

-272577932802332110298Once a week
-%22%26%23%25%24%12%19%21%22%24%

More than once a week
-3124010238976523314284but not every day
-%25%24%30%29%29%34%30%32%29%23%

b

-311575124684342211176Once a day
-%26%16%15%18%20%20%19%21%24%14%

ab

-*5*-4-*-*8Twice a day
-%*%*%*%-%1%-%*%-%1%1%

--3----*--3More than twice a day
-%-%*%-%-%-%-%*%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122050594314096140424391-1648773841606Unweighted total

56929073686681044489296282-906022771218Weighted total

123033192177369*197667-1914579450Less than once a week
20%33%36%25%27%35%3%21%26%24%-%21%24%28%37%

bc

*167219931482522187569-1813965298Once a week
4%24%24%25%22%24%47%20%25%24%-%20%23%23%24%

More than once a week
31622121071872552287594-2916779284but not every day

65%23%23%29%28%24%50%32%25%33%-%32%28%28%23%

ab

*12413574147161-226751-2214353176Once a day
5%18%15%20%22%15%-%25%23%18%-%24%24%19%14%

aa

*67385-221-2718Twice a day
6%1%1%1%1%*%-%2%1%*%-%2%1%*%1%

aaa

-33--3------**3More than twice a day
-%*%*%-%-%*%-%-%-%-%-%-%*%*%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
12111739952111478962982603741606Unweighted total
1012102366382240562081692491218Weighted total

314622129179543459450Less than once a week
30%11%39%27%33%35%19%15%26%20%24%37%

d

*225165200913565058298Once a week
3%18%20%21%25%24%21%23%27%30%23%24%

More than once a week
43271531891016604270284but not every day

46%25%16%30%23%23%26%28%29%25%28%23%

*5251161321119393959176Once a day
1%45%21%21%17%16%29%33%19%23%24%14%

cc

2-*-672**328Twice a day
20%-%3%-%1%1%5%1%*%2%1%1%

acc

----33-----3More than twice a day
-%-%-%-%*%*%-%-%-%-%-%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131722747133733941520916157212791557131415431606Unweighted total

985186351005523911396681183940117096611611218Weighted total

3765612373277414220433330420320417450Less than once a week
38%30%35%37%39%32%36%33%37%35%36%33%36%37%

a

236458238-67285170285232288241283298Once a week
24%24%22%24%-%28%25%26%24%25%25%25%24%24%

More than once a week
235388235349267163281220279235278284but not every day

24%20%22%23%61%20%23%24%24%23%24%24%24%23%

126477147-46162109174150172164172176Once a day
13%25%20%15%-%19%14%16%15%16%15%17%15%14%

bb

8*-8-184878588Twice a day
1%*%-%1%-%*%1%1%1%1%1%1%1%1%

3--3-*3*3*3133More than twice a day
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
657949133875175296111618725064122681606Unweighted total
5077111006691312168631311895072101218Weighted total

196254378234296325256215467450Less than once a week
39%36%38%33%32%44%38%19%33%30%57%32%37%

aba

115183247183244222313913244298Once a week
23%26%25%26%24%20%26%23%21%25%35%21%24%

More than once a week
127157228124146200365712*62284but not every day

25%22%23%17%31%21%23%27%30%23%7%30%23%

bc

65110146141430112343011*36176Once a day
13%15%15%21%11%14%13%26%16%22%2%17%14%

abc

36522*35*--*8Twice a day
1%1%*%3%1%*%*%4%*%-%-%*%1%

cbc

*22-*-2**--*3More than twice a day
*%*%*%-%*%-%*%*%*%-%-%*%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
9131185911342085311579150593871606Unweighted total
47116434508219412551171521218Weighted total

20326121933514716861450Less than once a week
41%26%41%34%38%41%28%33%27%32%47%40%37%

cdd

1531851423512713639298Once a week
32%25%28%14%28%28%28%28%26%26%32%25%24%

aa

More than once a week
841211101758511331284but not every day

18%33%19%33%20%21%26%18%22%21%16%21%23%

bd

42766828610120176Once a day
9%16%10%18%12%10%12%19%24%19%5%13%14%

cabb

**1-1*1**1-18Twice a day
1%*%2%-%2%*%6%1%1%3%-%1%1%

c

------------3More than twice a day
-%-%-%-%-%-%-%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
958613411497135869741222742541606Unweighted total
8198961369297666916432822051218Weighted total

464729492335202365122278450Less than once a week
57%48%31%36%25%36%30%34%40%37%27%38%37%

abdefghijbfhjbhh

132122362322191641112548298Once a week
17%21%23%26%25%23%30%23%25%34%31%23%24%

ll

More than once a week
15202530282318213622145284but not every day
19%20%26%22%30%24%27%30%22%5%26%22%23%

71119211715982061232176Once a day
8%11%20%15%18%15%14%12%12%18%14%15%14%

dll

--*-22-11-*28Twice a day
-%-%*%-%2%2%-%1%1%-%1%1%1%

-------*-2*-3More than twice a day
-%-%-%-%-%-%-%*%-%6%1%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3153465953501606Unweighted total
2753252993191218Weighted total

122107108112450Less than once a week
44%33%36%35%37%

abc

56817685298Once a week
20%25%26%26%24%

More than once a week
60817469284but not every day
22%25%25%22%23%

37523749176Once a day
13%16%12%15%14%

*4228Twice a day
*%1%1%1%1%

--*23More than twice a day
-%-%*%1%*%

-----Don't know
-%-%-%-%-%
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QV2a.1 On average, how often does your organisation send letters and large letters?
Base: All where letters or large letters are sent (QV6a=1-2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

1817371501773058185565861-24             (12.5)
96%98%95%97%97%93%99%93%91%96%96%

be

*-2231**191025 - 49          (37.0)
2%-%5%2%2%4%1%4%4%2%2%

a

***311-*16750 - 99          (75.0)
2%*%*%2%1%2%-%1%3%1%1%

---*2*--*55100 - 249       (175.0)
-%-%-%*%1%*%-%-%*%1%1%

-----*-*--*250 - 499       (375.0)
-%-%-%-%-%*%-%1%-%-%*%

a

-*---*-**-*500 - 4,999    (2750.0)
-%1%-%-%-%1%-%1%2%-%*%

aa

5,000 - 49
-----------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-----------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%

-----------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%

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

191739152179325819565596Net: 0-49
98%98%100%98%98%96%100%97%95%98%98%

b

***331-*1111350+
2%2%*%2%2%4%-%3%5%2%2%

a

191739155183335820576609Answered
14.1650.5313.8614.0514.9951.2612.7237.7267.2115.0316.99Mean

aaa
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

1925295134651551014399941685861-24             (12.5)
96%99%98%96%94%93%96%99%94%91%98%100%94%96%

h

1**932*1--1-31025 - 49          (37.0)
3%*%*%2%6%4%*%1%-%-%1%-%4%2%

ckl

***6--2-31***750 - 99          (75.0)
1%*%2%1%-%-%3%-%6%9%*%*%*%1%

cfj

--*5-2----2-25100 - 249       (175.0)
-%-%*%1%-%3%-%-%-%-%2%-%2%1%

---*----*----*250 - 499       (375.0)
-%-%-%*%-%-%-%-%*%-%-%-%-%*%

---*-***-----*500 - 4,999    (2750.0)
-%-%-%*%-%*%*%*%-%-%-%-%-%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

2025295224953551034391004171596Net: 0-49
99%100%98%98%100%96%97%100%94%91%98%100%98%98%

ee

**112-22*312*21350+
1%*%2%2%-%4%3%*%6%9%2%*%2%2%

fl

20252953449555710345101024173609Answered
13.7012.8013.8817.4813.8930.6720.6714.2917.2218.3615.6012.7617.2316.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

4554213744918237122203988245861-24             (12.5)
92%97%95%97%97%100%100%94%100%100%97%100%96%

b

28464--5--1-1025 - 49          (37.0)
4%1%3%1%2%-%-%2%-%-%1%-%2%

a

-7242--5----750 - 99          (75.0)
-%1%2%1%1%-%-%2%-%-%-%-%1%

24*5*--3--2-5100 - 249       (175.0)
4%1%*%1%*%-%-%1%-%-%2%-%1%

ah

-**----*----*250 - 499       (375.0)
-%*%*%-%-%-%-%*%-%-%-%-%*%

-**-*--*--*-*500 - 4,999    (2750.0)
-%*%*%-%*%-%-%*%-%-%*%-%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

475501424551863712226398834596Net: 0-49
96%98%98%98%99%100%100%96%100%100%98%100%98%

2113102--9--2-1350+
4%2%2%2%1%-%-%4%-%-%2%-%2%

485611454641883712234398854609Answered
19.6316.7622.6215.2314.5212.5012.5019.7012.5012.5020.3312.5016.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

22291264235635861-24             (12.5)
93%95%99%100%96%96%

bc

82*-101025 - 49          (37.0)
3%2%*%-%2%2%

aa

42*-7750 - 99          (75.0)
2%2%*%-%1%1%

aa

4-2-55100 - 249       (175.0)
1%-%1%-%1%1%

*---**250 - 499       (375.0)
*%-%-%-%*%*%

**--**500 - 4,999    (2750.0)
*%*%-%-%*%*%

5,000 - 49
------,999          (27500.0)
-%-%-%-%-%-%

50,000 -
------499,999      (275000.0)
-%-%-%-%-%-%

500,000 - 4
------,999,999    (2750000.0)
-%-%-%-%-%-%

------5m +        (5500000.0)
-%-%-%-%-%-%

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

2299326423573596Net: 0-49
97%98%99%100%98%98%

c

822-131350+
3%2%1%-%2%2%

a

2379526723586609Answered
21.2116.0213.7312.5017.1716.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

1823198515571---2*131674045861-24             (12.5)
90%99%100%56%98%-%-%-%85%8%61%95%100%96%

ccbcjcjbcij

10*-46--**136*1025 - 49          (37.0)
5%*%-%16%1%-%-%50%11%20%16%3%*%2%

ababiaabiai

52-33----*322750 - 99          (75.0)
2%1%-%12%1%-%-%-%-%6%15%1%*%1%

babiabi

5--32----222-5100 - 249       (175.0)
3%-%-%13%*%-%-%-%-%67%8%1%-%1%

babiabia

*--*----*----*250 - 499       (375.0)
*%-%-%*%-%-%-%-%5%-%-%-%-%*%

*--***-*---*-*500 - 4,999    (2750.0)
*%-%-%1%*%100%-%50%-%-%-%*%-%*%

ai

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1923198519577--*2116173404596Net: 0-49
95%99%100%73%99%-%-%50%95%27%77%98%100%98%

cccjcjcj

112-75*-**25321350+
5%1%-%27%1%100%-%50%5%73%23%2%*%2%

ababiabi

2033218527582*-*3321176406609Answered
25.3812.8712.5084.4613.882750.00-1393.5031.92129.6938.6616.3912.7916.99Mean

abiabi
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

-42910233954351735864413273875861-24             (12.5)
-%100%100%97%99%91%96%96%94%96%96%95%96%96%

-----*797107561025 - 49          (37.0)
-%-%-%-%-%2%2%2%4%2%2%2%2%2%

abcd

-----*6517773750 - 99          (75.0)
-%-%-%-%-%1%2%1%1%1%1%2%1%1%

---*-244255455100 - 249       (175.0)
-%-%-%*%-%7%1%1%1%1%1%1%1%1%

a

-------***---*250 - 499       (375.0)
-%-%-%-%-%-%-%*%*%*%-%-%-%*%

*--**--*******500 - 4,999    (2750.0)
100%-%-%3%1%-%-%*%*%*%*%*%*%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

-4291023402444180596449332394596Net: 0-49
-%100%100%97%99%93%98%98%98%98%97%97%98%98%

b

*--**2109413121191350+
100%-%-%3%1%7%2%2%2%2%3%3%2%2%

a

*4291025412453184609461342403609Answered
2750.0012.5012.5083.9827.8723.9015.3317.5618.5216.9918.1719.1218.4316.99Mean

a
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

485128107118-------5865861-24             (12.5)
100%92%96%95%99%-%-%-%-%-%-%-%100%96%

d

-242*------10-1025 - 49          (37.0)
-%2%3%2%*%-%-%-%-%-%-%100%-%2%

-1221-----7--750 - 99          (75.0)
-%2%2%2%1%-%-%-%-%-%100%-%-%1%

-3-2-----5---5100 - 249       (175.0)
-%4%-%2%-%-%-%-%-%100%-%-%-%1%

ac

-----*--*----*250 - 499       (375.0)
-%-%-%-%-%22%-%-%100%-%-%-%-%*%

-*-*-*-*-----*500 - 4,999    (2750.0)
-%*%-%*%-%78%-%100%-%-%-%-%-%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

486132109118------10586596Net: 0-49
100%94%98%97%99%-%-%-%-%-%-%100%100%98%

dd

-52411-**57--1350+
-%6%2%3%1%100%-%100%100%100%100%-%-%2%

ac

4921341121191-**5710586609Answered
12.5031.1114.2617.9513.012237-2750.00375.00175.0075.0037.0012.5016.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

21421144442170243904731661342085861-24             (12.5)
98%96%93%97%99%99%95%73%86%98%96%100%96%

baddbcd

*755*-101432*1025 - 49          (37.0)
1%2%3%1%*%-%2%22%5%2%1%*%2%

caa

-7341*6-412-750 - 99          (75.0)
-%1%2%1%1%*%1%-%5%*%1%-%1%

ac

-532*-5-4-2-5100 - 249       (175.0)
-%1%2%*%*%-%1%-%4%-%1%-%1%

aac

---*--*-*---*250 - 499       (375.0)
-%-%-%*%-%-%*%-%*%-%-%-%*%

****-*****--*500 - 4,999    (2750.0)
1%*%*%*%-%1%*%5%*%*%-%-%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

2142814944817024400577169136208596Net: 0-49
99%97%96%99%99%99%97%95%91%100%97%100%98%

baddbd

*12761*11*814-1350+
1%3%4%1%1%1%3%5%9%*%3%-%2%

acabca

2144015545417124411585169139208609Answered
29.3017.6320.3515.8412.9327.2618.10148.5328.1814.0615.7412.5116.99Mean

aa
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-623401481963907129126565861-24             (12.5)
-%98%96%98%95%97%97%89%92%90%96%

-*6255*5421025 - 49          (37.0)
-%*%2%1%2%1%1%3%3%3%2%

-13*16-514750 - 99          (75.0)
-%2%1%*%1%1%-%3%1%6%1%

b

--5-5--55-5100 - 249       (175.0)
-%-%2%-%3%-%-%4%4%-%1%

a

-----*----*250 - 499       (375.0)
-%-%-%-%-%*%-%-%-%-%*%

-***-***-**500 - 4,999    (2750.0)
-%*%*%*%-%*%2%*%-%1%*%

5,000 - 49
-----------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-----------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-----------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%

-----------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%

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

-62346150201396713413058596Net: 0-49
-%98%97%100%97%98%98%93%95%93%98%

b

-19*66*11741350+
-%2%3%*%3%2%2%7%5%7%2%

a

-63355150207402714513762609Answered
-21.5319.2116.2517.6216.6661.8625.9820.2033.3016.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

22423324333123714115355382-542721445861-24             (12.5)
96%94%98%97%95%96%100%95%96%97%-%97%96%97%96%

b

-55656-587-*321025 - 49          (37.0)
-%2%1%1%2%2%-%4%2%2%-%1%1%1%2%

*41673-143-152750 - 99          (75.0)
4%2%*%1%2%1%-%1%1%1%-%2%2%1%1%

-52245--42--4-5100 - 249       (175.0)
-%2%1%*%1%1%-%-%1%*%-%-%1%-%1%

a

-------*-*----*250 - 499       (375.0)
-%-%-%-%-%-%-%*%-%*%-%-%-%-%*%

-*****-***-****500 - 4,999    (2750.0)
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

5,000 - 49
---------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
---------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
---------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

22473374393173774119363389-54276146596Net: 0-49
96%96%99%98%97%98%100%99%98%99%-%98%97%99%98%

b

*1039119-185-1921350+
4%4%1%2%3%2%-%1%2%1%-%2%3%1%2%

a

22573414483273874121371394-56284148609Answered
15.1321.8115.4316.9819.4218.6612.5017.2918.3616.79-22.8219.9017.0516.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

71191524933549732671942815861-24             (12.5)
64%68%98%99%94%97%95%98%98%95%96%96%

b

24*-65222561025 - 49          (37.0)
17%23%1%-%2%2%3%2%1%2%2%2%

c

2-**411*422750 - 99          (75.0)
18%-%1%1%2%*%2%*%1%1%1%1%

a

*2--54--*425100 - 249       (175.0)
*%10%-%-%2%1%-%-%*%2%1%1%

c

-----------*250 - 499       (375.0)
-%-%-%-%-%-%-%-%-%-%-%*%

----***-****500 - 4,999    (2750.0)
-%-%-%-%*%*%*%-%*%*%*%*%

5,000 - 49
------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%

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

8159152553405175269199287596Net: 0-49
81%90%99%99%96%99%98%100%98%97%99%98%

b

22**1051*4541350+
19%10%1%1%4%1%2%*%2%3%1%2%

a

10179152653455275274204291609Answered
29.0433.7513.4112.9221.7016.2517.3813.1317.8017.2215.1016.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

39911117431*1595433675675125604795515861-24             (12.5)
99%87%79%96%100%95%97%96%96%96%96%96%96%96%

a

2728-41061091010101025 - 49          (37.0)
1%5%9%2%-%3%2%2%2%2%2%2%2%2%

b

1615-24577767750 - 99          (75.0)
*%5%4%1%-%1%1%1%1%1%1%1%1%1%

b

2324-242555555100 - 249       (175.0)
*%3%8%1%-%1%1%*%1%1%1%1%1%1%

b

*--*-**-******250 - 499       (375.0)
*%-%-%*%-%*%*%-%*%*%*%*%*%*%

**-*-*********500 - 4,999    (2750.0)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

5,000 - 49
--------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
--------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
--------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

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

40111819438*164553374577520570489561596Net: 0-49
99%93%88%98%100%97%99%98%98%98%98%98%98%98%

a

310310-48713131312131350+
1%7%12%2%-%3%1%2%2%2%2%2%2%2%

b

40412821448*168561381589533582500574609Answered
15.6123.9130.0317.6912.5018.9816.5817.5517.1417.5717.1917.8317.2616.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

2663203965013673418901945032185861-24             (12.5)
95%97%98%94%91%97%98%88%96%85%100%93%96%

abaaa

55*1921725-71025 - 49          (37.0)
2%2%*%2%6%3%*%7%1%9%-%3%2%

ccbbb

522*5*335*-5750 - 99          (75.0)
2%1%*%*%3%*%1%3%2%*%-%2%1%

cb

4242--4223-45100 - 249       (175.0)
1%*%1%4%-%-%1%2%1%6%-%1%1%

ab

-**--*------*250 - 499       (375.0)
-%*%*%-%-%*%-%-%-%-%-%-%*%

***-*-***--**500 - 4,999    (2750.0)
*%*%*%-%*%-%*%*%*%-%-%*%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

271325396511457541998196553225596Net: 0-49
97%99%99%96%97%100%98%95%97%94%100%96%98%

baa

94625*7574-91350+
3%1%1%4%3%*%2%5%3%6%-%4%2%

abc

2803294025314975426103202593234609Answered
18.5315.6716.3518.9218.1713.8214.7728.6520.6124.5912.5021.2216.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

19534152244194931673575861-24             (12.5)
99%100%97%87%92%100%90%100%93%97%98%96%96%

aabdbd

--111*1*21*11025 - 49          (37.0)
-%-%3%6%4%*%5%*%6%2%2%2%2%

acacc

--*11-1--1-1750 - 99          (75.0)
-%-%*%6%4%-%5%-%-%1%-%2%1%

bacac

*---*--*-*-*5100 - 249       (175.0)
*%-%-%-%*%-%-%*%-%*%-%*%1%

*-------**--*250 - 499       (375.0)
1%-%-%-%-%-%-%-%*%*%-%-%*%

---**-*--*-**500 - 4,999    (2750.0)
-%-%-%*%*%-%*%-%-%*%-%*%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

1953516234420493468358596Net: 0-49
99%100%100%93%96%100%95%100%100%98%100%98%98%

abdbd

*-*11-1**1-11350+
1%-%*%7%4%-%5%*%*%2%-%2%2%

bacac

1953517244421493469359609Answered
15.1012.5013.4026.9622.5812.5323.9412.7015.3116.6712.9016.8116.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

3051518155433326771738845861-24             (12.5)
94%100%90%98%96%99%97%97%96%100%99%95%96%

jj

-*2*2*1-2-*21025 - 49          (37.0)
-%*%3%*%4%1%3%-%3%-%1%2%2%

2-2-*--11--*750 - 99          (75.0)
6%-%4%-%*%-%-%3%1%-%-%1%1%

a

--22----*--25100 - 249       (175.0)
-%-%3%2%-%-%-%-%*%-%-%2%1%

d

--------*---*250 - 499       (375.0)
-%-%-%-%-%-%-%-%*%-%-%-%*%

----*---*--**500 - 4,999    (2750.0)
-%-%-%-%*%-%-%-%*%-%-%*%*%

5,000 - 49
-------------,999          (27500.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

50,000 -
-------------499,999      (275000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

500,000 - 4
-------------,999,999    (2750000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------5m +        (5500000.0)
-%-%-%-%-%-%-%-%-%-%-%-%-%

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

305152815743342680173886596Net: 0-49
94%100%93%98%99%100%100%97%98%100%100%97%98%

jj

2-42*--11--21350+
6%-%7%2%1%-%-%3%2%-%-%3%2%

dg

325156835843342781173889609Answered
16.0312.5320.8515.8124.9112.7713.2614.6716.5512.5012.6520.7116.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

1311791371395861-24             (12.5)
95%97%96%97%96%

23321025 - 49          (37.0)
1%2%2%1%2%

4*2*750 - 99          (75.0)
3%*%1%*%1%

c

22*25100 - 249       (175.0)
1%1%*%1%1%

--*-*250 - 499       (375.0)
-%-%*%-%*%

-****500 - 4,999    (2750.0)
-%*%*%*%*%

5,000 - 49
-----,999          (27500.0)
-%-%-%-%-%

50,000 -
-----499,999      (275000.0)
-%-%-%-%-%

500,000 - 4
-----,999,999    (2750000.0)
-%-%-%-%-%

-----5m +        (5500000.0)
-%-%-%-%-%

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

133182140141596Net: 0-49
96%99%98%98%98%

62221350+
4%1%2%2%2%

139184142144609Answered
16.7217.9515.4017.5916.99Mean
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QV2b. And on average, how many parcels and packets does your organisation typically send per mailing? Again please think ONLY about the packets and parcels you may send as an
organisation.
Base: All where parcels and packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

97949719225199208Less than once a week
48%43%24%32%39%28%34%27%27%35%34%

bc

511533438115132139Once a week
26%6%40%22%24%23%21%16%27%23%23%

dabdddc

More than once a week
381045477124162169but not every day

17%46%25%29%26%21%24%28%18%28%28%

aebe

1*4282181257785Once a day
7%2%10%18%11%24%18%25%26%13%14%

deaaa

*1**-*-**33Twice a day
*%3%1%*%-%1%-%1%2%1%1%

a

*---1****12More than twice a day
2%-%-%-%1%1%2%3%1%*%*%

aaa

---------22Don't know
-%-%-%-%-%-%-%-%-%*%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

68151811014193516447926208Less than once a week
28%30%49%34%21%26%33%34%34%41%47%22%36%34%

bfghijlmbhijlm

5661221510132611419517139Once a week
27%24%19%23%32%18%22%26%25%41%19%13%24%23%

More than once a week
57814815211629121251417169but not every day

27%29%28%28%30%38%28%28%26%9%25%34%23%28%

34*78891013718111285Once a day
15%16%1%15%17%17%17%12%14%9%8%27%16%14%

kkkkkkkkkcfkk

*-12-1*----2-3Twice a day
2%-%2%*%-%1%*%-%-%-%-%5%-%1%

cfj

---2*--*--*-12More than twice a day
-%-%-%*%*%-%-%*%-%-%*%-%1%*%

---2------2--2Don't know
-%-%-%*%-%-%-%-%-%-%2%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

17191451638221462114231208Less than once a week
36%34%31%35%43%55%35%26%28%55%28%39%34%

bdebde

151244298348266112151139Once a week
31%22%29%21%18%21%19%28%30%25%18%21%23%

abh

More than once a week
1015940130478466142271169but not every day
21%28%27%28%25%20%31%28%37%20%32%32%28%

67916692212392-19*85Once a day
12%14%11%15%12%3%16%17%5%-%22%8%14%

dgdgh

-3133--**-*-3Twice a day
-%1%1%1%1%-%-%*%1%-%*%-%1%

*11**--1--*-2More than twice a day
*%*%1%*%*%-%-%*%-%-%*%-%*%

-2-2---2----2Don't know
-%*%-%*%-%-%-%1%-%-%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

45291299199208Less than once a week
19%31%48%40%34%34%

cbc

5020696134139Once a week
21%21%26%24%23%23%

More than once a week
6639618161169but not every day
28%41%23%36%27%28%

ac

7078-8585Once a day
30%7%3%-%15%14%

aba

3*1-33Twice a day
1%*%*%-%1%1%

1*--22More than twice a day
1%*%-%-%*%*%

2---22Don't know
1%-%-%-%*%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

2312461*208-----*22186208Less than once a week
11%39%72%1%36%-%-%-%-%-%2%13%46%34%

cbcbcjcjbcij

349115*139-----*33105139Once a week
17%28%17%2%24%-%-%-%-%-%2%19%26%23%

accjcjbcj

More than once a week
709274165----*465100169but not every day
34%29%8%16%28%-%-%-%-%4%20%37%25%28%

aajacij

731022065*-*3315531285Once a day
36%3%2%75%11%100%-%50%100%94%70%30%3%14%

ababiaabiai

21*13--*-**213Twice a day
1%*%*%2%*%-%-%50%-%2%1%1%*%1%

a

1*-1*-----1**2More than twice a day
1%*%-%4%*%-%-%-%-%-%5%*%*%*%

abiabi

-2--2-------22Don't know
-%1%-%-%*%-%-%-%-%-%-%-%*%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

-2*43715014143208165112149208Less than once a week
-%51%6%39%27%27%37%31%23%34%36%33%37%34%

eeeeef

--*1439799421391057592139Once a week
-%-%4%14%36%10%24%22%23%23%23%22%23%23%

b

More than once a week
-2*4*61101336216912296110169but not every day
-%49%19%41%4%22%27%29%34%28%26%28%27%28%

c

*-1*3105273358567575085Once a day
100%-%71%2%33%40%13%16%19%14%14%17%12%14%

aada

---*-*13*32223Twice a day
-%-%-%3%-%1%*%1%*%1%*%*%*%1%

------*2*2***2More than twice a day
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-------2-2---2Don't know
-%-%-%-%-%-%-%*%-%*%-%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

113364175------*208208Less than once a week
28%14%27%36%63%-%-%-%-%-%-%1%36%34%

ddbcd

115204921----222134139Once a week
14%16%15%43%17%-%-%-%-%34%27%17%23%23%

acd

More than once a week
225661712*-*--13166169but not every day

50%28%49%15%10%10%-%13%-%-%9%30%28%28%

ababd

-3911511*-**4447385Once a day
-%42%8%5%10%45%-%30%100%66%64%41%12%14%

abc

***-**-*---*33Twice a day
8%*%*%-%*%44%-%56%-%-%-%1%1%1%

--**-------1*2More than twice a day
-%-%*%*%-%-%-%-%-%-%-%11%*%*%

------------22Don't know
-%-%-%-%-%-%-%-%-%-%-%-%*%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

316233175991494----208208Less than once a week
14%37%22%39%58%59%23%-%-%-%-%100%34%

bbaabcd

8973810138894---139-139Once a week
37%22%25%22%22%32%23%-%-%-%100%-%23%

aacd

More than once a week
711554116322135--169--169but not every day

34%26%35%25%18%7%33%-%-%100%-%-%28%

abcabd

36427583181-85---85Once a day
14%14%17%13%2%2%20%-%100%-%-%-%14%

bcabc

-231--33----3Twice a day
-%*%2%*%-%-%1%69%-%-%-%-%1%

a

***1--22----2More than twice a day
*%*%*%*%-%-%*%31%-%-%-%-%*%

---2--2-----2Don't know
-%-%-%*%-%-%*%-%-%-%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-1912952481612312912208Less than once a week
-%30%36%34%23%40%34%22%21%19%34%

b

-13823250892333311139Once a week
-%20%23%22%24%22%28%23%24%18%23%

More than once a week
-181004474951525022169but not every day
-%29%28%29%36%24%16%36%37%35%28%

a

-1243213253227221685Once a day
-%20%12%14%16%13%22%19%16%26%14%

b

-11131-1313Twice a day
-%1%*%*%1%*%-%1%2%1%1%

-****1-**-2More than twice a day
-%*%*%*%*%*%-%*%*%-%*%

-----2----2Don't know
-%-%-%-%-%*%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 18  (continuation)                                                                                                                                                    Page 374

QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

187133164110147225129119-139145208Less than once a week
44%34%39%37%34%38%42%20%35%30%-%22%32%30%34%

cc

*6171966987*168681-116233139Once a week
8%24%21%21%21%23%6%13%23%21%-%19%22%22%23%

cc

More than once a week
168871209010424392131-178243169but not every day

31%26%26%27%27%27%50%36%25%33%-%30%29%29%28%

bb

*4048655647*356059-15482685Once a day
4%15%14%15%17%12%2%29%16%15%-%27%17%17%14%

aabab

*11122-113-1113Twice a day
12%*%*%*%*%*%-%1%*%1%-%1%*%*%1%

-*****-112-***2More than twice a day
-%*%*%*%*%*%-%1%*%*%-%*%*%*%*%

---2----2-----2Don't know
-%-%-%*%-%-%-%-%*%-%-%-%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

*3448812714148367103208Less than once a week
3%16%45%28%33%37%27%19%30%33%35%34%

ddd

32245869611744463139Once a week
25%11%23%29%22%20%11%14%27%22%22%23%

deee

More than once a week
362475962128795585169but not every day

31%36%26%30%28%28%41%37%29%27%29%28%

abcb

45*24049112136363885Once a day
41%31%3%13%15%14%20%29%13%18%13%14%

abc

--*-11-11**3Twice a day
-%-%3%-%*%*%-%1%*%*%*%1%

-1--11*****2More than twice a day
-%6%-%-%1%*%*%*%*%*%*%*%

----22---222Don't know
-%-%-%-%1%*%-%-%-%1%1%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 18  (continuation)                                                                                                                                                    Page 376

QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

158334168-43197107198169198165196208Less than once a week
39%26%20%37%-%26%35%28%34%32%34%33%34%34%

aac

8633598-4112994135125135122134139Once a week
21%26%22%22%-%24%23%25%23%24%23%24%23%23%

More than once a week
109355119-47150121166149165140161169but not every day

27%27%24%27%-%28%27%32%28%28%28%28%28%28%

4825759*357855838478687685Once a day
12%20%33%13%100%21%14%15%14%16%13%14%13%14%

bab

1*-1-131333233Twice a day
*%*%-%*%-%1%1%*%1%1%1%*%1%1%

*1-1-12*2*1112More than twice a day
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

2--2--22222222Don't know
*%-%-%*%-%-%*%*%*%*%*%*%*%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

91117158143327166124810151208Less than once a week
32%36%39%27%22%36%39%12%24%17%22%22%34%

aaa

64759893219104175011*57139Once a week
23%23%24%16%22%25%24%16%25%18%4%24%23%

a

More than once a week
739798195121105447320285169but not every day
26%29%24%37%34%27%25%43%36%34%63%36%28%

ccbc

483745931751282818*4085Once a day
17%11%11%17%21%9%12%27%14%30%8%17%14%

acbcb

31121-123*-13Twice a day
1%*%*%4%*%-%*%2%1%1%-%1%1%

cb

*1*-11**-***2More than twice a day
*%*%*%-%1%2%*%*%-%*%3%*%*%

b

2-2---------2Don't know
1%-%*%-%-%-%-%-%-%-%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

521676206191026225208Less than once a week
28%35%45%44%26%44%28%38%28%37%72%42%34%

bdd

5272710511612*13139Once a week
26%37%20%13%30%22%25%22%19%18%9%22%23%

More than once a week
5174610513718*12169but not every day

28%27%19%22%24%22%23%25%20%26%5%21%28%

3*4455571013*885Once a day
16%1%12%21%20%10%23%14%29%18%14%14%14%

ca

*-***1*1*1-13Twice a day
2%-%1%*%*%1%*%1%1%1%-%1%1%

--1-----1---2More than twice a day
-%-%3%-%-%-%-%-%3%-%-%-%*%

ac

------------2Don't know
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

9241729142210123061025208Less than once a week
29%47%30%36%25%51%28%45%37%32%27%28%34%

ahabfhjl

14131318133861721517139Once a week
42%25%24%22%22%8%22%24%21%10%40%19%23%

adghijgggggggadg

More than once a week
7101823219126187829169but not every day

22%21%31%28%37%21%36%23%23%42%20%33%28%

dd

24910995214351485Once a day
6%7%15%12%15%20%14%9%17%16%13%16%14%

---2*---1--13Twice a day
-%-%-%2%*%-%-%-%1%-%-%1%1%

--*-----1--*2More than twice a day
-%-%*%-%-%-%-%-%1%-%-%*%*%

-----------22Don't know
-%-%-%-%-%-%-%-%-%-%-%2%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

50665241208Less than once a week
36%36%36%28%34%

40343134139Once a week
29%19%22%24%23%

c

More than once a week
35533744169but not every day
25%29%26%31%28%

1428212285Once a day
10%15%15%15%14%

-2113Twice a day
-%1%*%*%1%

*-1*2More than twice a day
*%-%1%*%*%

---22Don't know
-%-%-%1%*%
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QV2b.1 On average, how often does your organisation send parcels and packets?
Base: All where parcels and packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

51128108136171412395411Yes
25%65%72%70%74%50%18%48%60%69%68%

eeeedddbcde

No - we do despatch
products to customers
but not using parcel

*154102**12324/packet post
2%7%12%3%5%5%4%5%5%4%4%

be

No - we don't despatch
products to our

1456423715447156171customers
73%28%16%27%20%44%78%47%34%27%28%

abcdababcea

---1-*--*22Don't know
-%-%-%*%-%*%-%-%1%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

12171836538454662315623046411Yes
61%66%60%68%78%81%80%61%68%55%61%73%63%68%

cfkmacfjkmacfkm

No - we do despatch
products to customers
but not using parcel

11220*4131-74-24/packet post
5%4%8%4%*%7%3%3%2%-%7%10%-%4%

aiaaai

No - we don't despatch
products to our

789148107103814431727171customers
34%30%30%28%21%12%17%37%30%45%30%17%37%28%

ghhhhbghihhgh

--12*-----2--2Don't know
-%-%2%*%*%-%-%-%-%-%2%-%-%*%

j
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

303829231911159185235673411Yes
61%68%64%69%59%14%75%79%59%65%79%91%68%

gdghgdgh

No - we do despatch
products to customers
but not using parcel

222618101-73*4*24/packet post
5%4%4%4%5%2%-%3%7%1%5%1%4%

No - we don't despatch
products to our

1715546125653134313313*171customers
34%28%32%27%35%83%25%18%33%33%16%8%28%

bebdehbe

-2-22-----*-2Don't know
-%*%-%1%1%-%-%-%-%-%*%-%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

1896315215396411Yes
79%66%57%65%68%68%

ab

No - we do despatch
products to customers
but not using parcel

331922324/packet post
1%3%7%7%4%4%

c

No - we don't despatch
products to our

4629957164171customers
19%31%36%28%28%28%

cc

-1*-22Don't know
-%1%*%-%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

1632074123388--*2318140248411Yes
80%64%49%87%67%-%-%100%90%96%86%79%61%68%

abaaiaiai

No - we do despatch
products to customers
but not using parcel

2157*24*----*22224/packet post
1%5%8%1%4%100%-%-%-%-%*%1%5%4%

ccbb

No - we don't despatch
products to our

3797363168---**334134171customers
18%30%43%12%29%-%-%-%10%4%14%19%33%28%

cbcbcjbcj

12*-2------122Don't know
*%1%*%-%*%-%-%-%-%-%-%*%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

-*16618263325138411295216246411Yes
-%3%94%65%58%72%64%72%75%68%64%63%61%68%

abcabcda

No - we do despatch
products to customers
but not using parcel

*-**-*191232420121724/packet post
100%-%6%1%-%2%5%3%1%4%4%3%4%4%

eee

No - we don't despatch
products to our

-3-34612811743171145113137171customers
-%97%-%35%42%26%31%26%23%28%32%33%34%28%

efefdef

------2-122222Don't know
-%-%-%-%-%-%*%-%*%*%*%*%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

355927470*-**5610390411Yes
71%60%69%66%59%76%-%70%100%99%83%99%67%68%

No - we do despatch
products to customers
but not using parcel

-1468*-*--*-2424/packet post
-%2%3%5%7%24%-%30%-%-%2%-%4%4%

d

No - we don't despatch
products to our

135383041----*1*170171customers
29%38%28%27%34%-%-%-%-%1%15%1%29%28%

bc

---2--------22Don't know
-%-%-%2%-%-%-%-%-%-%-%-%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

18277132279--4115811359494411Yes
85%63%85%62%-%-%100%100%95%80%67%45%68%

aabcabcaba

No - we do despatch
products to customers
but not using parcel

119222-24--1281424/packet post
3%4%1%5%-%100%-%-%1%1%5%7%4%

baccdcd

No - we don't despatch
products to our

314321150171---3323899171customers
13%32%14%33%100%-%-%-%4%19%27%47%28%

bbabddbcd

-2-2-----1-22Don't know
-%*%-%1%-%-%-%-%-%*%-%1%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-4221689167244311710948411Yes
-%66%61%59%81%61%48%81%80%77%68%

a

No - we do despatch
products to customers
but not using parcel

-1167420*63424/packet post
-%1%5%5%2%5%2%4%2%6%4%

b

No - we don't despatch
products to our

-2112252361354222510171customers
-%33%34%35%17%34%49%15%18%17%28%

b

--22-2----2Don't know
-%-%*%1%-%1%-%-%-%-%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

1151213284206231490250270-3817692411Yes
41%59%63%63%63%60%80%75%67%68%-%68%62%62%68%

No - we do despatch
products to customers
but not using parcel

*1413201117-31618-110624/packet post
4%5%4%5%3%4%-%3%4%5%-%2%4%4%4%

No - we don't despatch
products to our

190113141109137128103106-179648171customers
55%35%33%31%33%35%20%23%28%27%-%30%34%33%28%

-22222--21--222Don't know
-%1%1%1%1%*%-%-%*%*%-%-%1%1%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

10156131682284053181139193411Yes
97%87%67%84%63%66%78%71%66%68%66%68%

ac

No - we do despatch
products to customers
but not using parcel

--**1516229121224/packet post
-%-%1%*%6%5%3%3%3%6%4%4%

No - we don't despatch
products to our

*23280991020815487171customers
3%13%31%15%30%29%19%27%30%26%30%28%

ee

----22--2-*2Don't know
-%-%-%-%1%1%-%-%1%-%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

2539115289*123380263400362390330385411Yes
63%71%71%65%100%73%68%69%68%68%67%66%67%68%

No - we do despatch
products to customers
but not using parcel

159-17-72415232024192424/packet post
4%7%-%4%-%4%4%4%4%4%4%4%4%4%

No - we don't despatch
products to our

134286139-38156102166148166149165171customers
33%22%29%31%-%22%28%27%28%28%28%30%29%28%

a

2--2--21122212Don't know
1%-%-%1%-%-%*%*%*%*%*%*%*%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

199212243441224427687154562187411Yes
71%64%60%83%82%59%65%85%76%96%71%80%68%

ccbcb

No - we do despatch
products to customers
but not using parcel

141018-681617**724/packet post
5%3%4%-%4%11%4%1%3%1%7%3%4%

ab

No - we don't despatch
products to our

661051409202213215422139171customers
24%32%35%17%13%29%31%15%21%3%23%17%28%

babaaa

122-112-----2Don't know
*%1%*%-%*%1%*%-%-%-%-%-%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

1342011192715342447137411Yes
66%94%57%65%78%61%75%69%72%68%42%62%68%

c

No - we do despatch
products to customers
but not using parcel

--31*2*2*3*424/packet post
-%-%8%7%2%5%2%4%1%4%2%7%4%

d

No - we don't despatch
products to our

6*125515513919218171customers
34%4%35%28%20%34%23%27%27%28%56%31%28%

-*-----*-*--2Don't know
-%3%-%-%-%-%-%*%-%*%-%-%*%
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

173742544527261452142458411Yes
53%74%74%66%78%63%77%52%65%79%64%65%68%

elelel

No - we do despatch
products to customers
but not using parcel

11*423215-4324/packet post
2%1%1%5%3%6%6%5%6%-%9%3%4%

j

No - we don't despatch
products to our

151314251114612244928171customers
45%25%24%30%19%31%17%44%29%21%23%32%28%

fhjfhj

--1-----*-2-2Don't know
-%-%1%-%-%-%-%-%*%-%4%-%*%

ad
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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 where parcels and packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

961269396411Yes
69%69%65%67%68%

No - we do despatch
products to customers
but not using parcel

288624/packet post
1%4%6%4%4%

d

No - we don't despatch
products to our

41494140171customers
29%27%29%28%28%

1-*22Don't know
*%-%*%1%*%
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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 where parcels and packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*dcbae*dcbaSignificance Level: 95%
25213310410813583790330465Unweighted total

51128108136171412395411Weighted total

1*511102**136370-24%
17%3%17%10%8%10%11%11%10%9%9%

*-2151-*1101125-49%
1%-%7%1%4%6%-%11%5%2%3%

a

-23681**1262750-74%
-%15%12%5%6%9%8%12%8%6%7%

4918881111213831332475-100%
82%80%65%81%82%70%55%65%73%79%79%

ce

Don't know/can't
-*-311*-11112remember
-%2%-%2%1%5%26%-%5%3%3%

51128105134161411384399Answered
82.3989.0872.6786.0385.8679.6578.4374.7181.4984.9184.70Mean

ccc
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgf*e*dc*baSignificance Level: 95%
42496031433373857275532242465Unweighted total
12171836538454662315623046411Weighted total

1243071377-221370-24%
11%12%21%8%19%3%6%11%24%-%3%6%2%9%

achjachj

-*110-3**--2221125-49%
-%2%4%3%-%7%*%*%-%-%3%7%4%3%

*3222**-72-7332750-74%
2%19%10%6%*%*%-%11%6%-%11%10%6%7%

ghijmgghgh

1110112922838414721549233932475-100%
87%61%64%80%73%85%90%76%70%100%80%77%85%79%

klklklkllkl

Don't know/can't
*1*113221--2-112remember
1%6%1%3%7%5%4%2%-%-%3%-%2%3%

12161835435424461315603045399Answered
87.4177.8570.4585.6277.9189.2492.3782.8076.35100.0088.3283.9987.5384.70Mean

kkkiklkk
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
5341213832712167195269918465Unweighted total
303829231911159185235673411Weighted total

63163110**19413*370-24%
20%8%6%10%9%2%1%10%16%20%5%9%9%

a

28474--52**-1125-49%
8%2%4%2%3%-%-%2%8%2%*%-%3%

a

22562111-2101*3-2750-74%
6%7%6%7%10%-%18%6%4%1%5%-%7%

1930674250845714417459332475-100%
63%80%81%78%75%98%81%78%72%77%88%91%79%

beh

Don't know/can't
1112103--8--1-12remember
3%3%2%3%3%-%-%4%-%-%2%-%3%

293719030910859177235663399Answered
72.6985.6485.7884.3982.6796.2680.8784.2177.9178.6791.2788.2684.70Mean

beh

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 20  (continuation)                                                                                                                                                    Page 400

QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
2147217414451465Unweighted total
1896315215396411Weighted total

14618136370-24%
7%9%12%6%9%9%

443291125-49%
2%6%2%12%2%3%

97111272750-74%
5%11%7%4%7%7%

158451141131332475-100%
84%72%75%72%79%79%

ab

Don't know/can't
41711112remember
2%2%5%6%3%3%

1856214514385399Answered
87.2480.1182.6681.0284.8484.70Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
2142153649416--23539165251465Unweighted total
1632074123388--*2318140248411Weighted total

5284*37-----*532370-24%
3%14%9%1%10%-%-%-%-%-%1%4%13%9%

cbjbcj

56**10-----*561125-49%
3%3%*%1%3%-%-%-%-%-%2%3%2%3%

11133*27---*-*11162750-74%
7%6%8%1%7%-%-%-%5%-%*%8%7%7%

1391533223302--*231711618532475-100%
85%74%77%97%78%-%-%100%95%100%97%83%75%79%

babiabia

Don't know/can't
362-12------3912remember
2%3%6%-%3%-%-%-%-%-%-%2%4%3%

1602003923376--*2318137239399Answered
89.4781.0983.6996.6983.96--100.0097.4395.9896.6188.2481.5284.70Mean

babiabia
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-149930297384174465350273304465Unweighted total
-*16618263325138411295216246411Weighted total

---21129291537322027370-24%
-%-%-%32%11%3%11%9%11%9%11%9%11%9%

--**--9108119881125-49%
-%-%3%2%-%-%3%3%6%3%3%4%3%3%

d

--*--*20237272014152750-74%
-%-%20%-%-%*%7%7%5%7%7%7%6%7%

-*1451820025410532422716918932475-100%
-%100%77%65%89%97%76%78%76%79%77%78%77%79%

a

Don't know/can't
---*--6831274612remember
-%-%-%2%-%-%2%2%2%3%2%2%2%3%

-*16618257317135399288212240399Answered
-95.0087.7367.4190.2695.4781.5584.1081.0984.7082.3582.9981.7984.70Mean

a
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
39210779693-213816435465Unweighted total
355927470*-**5610390411Weighted total

-49118-------37370-24%
-%7%10%15%11%-%-%-%-%-%-%-%10%9%

-*8**-------111125-49%
-%1%9%*%*%-%-%-%-%-%-%-%3%3%

abd

-5843*--*---272750-74%
-%9%8%5%5%28%-%-%100%-%-%-%7%7%

346635858*-*-561030332475-100%
100%83%68%78%83%72%-%100%-%100%100%100%78%79%

cc

Don't know/can't
-*51*-------1212remember
-%1%5%1%1%-%-%-%-%-%-%-%3%3%

355877370*-**5610378399Answered
99.4588.7177.9881.5683.0085.68-99.8150.0099.3099.3089.5684.1584.70Mean

c
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*edcbaSignificance Level: 95%
28322141324--46512100150102100465Unweighted total
18277132279--4115811359494411Weighted total

*32730--37*111917370-24%
1%12%6%11%-%-%9%2%1%8%9%18%9%

ddcd

*938--11-*82*1125-49%
1%3%2%3%-%-%3%-%*%6%2%*%3%

ad

*191314--27*210872750-74%
3%7%10%5%-%-%7%2%2%8%8%7%7%

a

16211107218--324578103736632475-100%
90%76%81%78%-%-%79%96%96%76%78%71%79%

abc

Don't know/can't
15210--12-*42412remember
6%2%1%4%-%-%3%-%*%3%2%4%3%

d

17271130269--3995811319290399Answered
93.5881.6586.8283.68--84.7094.9795.4582.8283.5678.3484.70Mean

abc
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-732651241782871012912155465Unweighted total
-4221689167244311710948411Weighted total

-4241011261964370-24%
-%10%11%12%7%11%18%8%6%9%9%

-*766513411125-49%
-%*%3%7%3%2%17%3%4%3%3%

c

-31541611-101112750-74%
-%6%7%4%10%4%-%9%10%1%7%

aa

-3416565133191293874132475-100%
-%82%76%73%79%78%62%80%80%87%79%

Don't know/can't
-154111*1**12remember
-%1%2%5%1%4%3%1%*%1%3%

b

-4121185166233311610847399Answered
-85.8181.5579.7684.9584.5371.4983.9784.5487.8884.70Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
52052593342532813125298317-63228118465Unweighted total
1151213284206231490250270-3817692411Weighted total

*1627282027-22423-*178370-24%
5%11%13%10%10%12%-%2%9%8%-%1%9%9%9%

cccc

*55978-4410-*741125-49%
49%3%3%3%3%4%-%5%1%4%-%*%4%4%3%

*1216151415-62113-21362750-74%
16%8%8%5%7%7%-%6%8%5%-%7%8%7%7%

*115160222161175478196216-351357332475-100%
30%76%75%78%78%76%100%87%79%80%-%92%77%80%79%

ab

Don't know/can't
-351035-*68-*4*12remember
-%2%2%3%2%2%-%*%2%3%-%*%2%*%3%

1148209274202226490244262-3817292399Answered
55.2481.4381.0284.0582.9780.9899.4489.4084.7285.00-92.5782.5282.7084.70Mean

ab
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
11137132172826176224173244465Unweighted total
10156131682284053181139193411Weighted total

-*2*1724*2181519370-24%
-%1%31%*%10%11%1%4%10%10%10%9%

eee

----55225371125-49%
-%-%-%-%3%2%5%4%2%2%4%3%

*-221316131111102750-74%
5%-%28%13%8%7%2%5%6%8%5%7%

1015211128175374614210615232475-100%
95%99%41%87%76%77%92%86%79%77%79%79%

abc

Don't know/can't
----57**53512remember
-%-%-%-%3%3%1%*%3%2%3%3%

10156131632214053176135187399Answered
92.6797.3759.5888.2182.3683.1990.2788.2384.4782.7983.5584.70Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
31091163451164437312452420443390438465Unweighted total
2539115289*123380263400362390330385411Weighted total

267*29-535233531353334370-24%
10%8%*%10%-%4%9%9%9%9%9%10%9%9%

c

72-6-2101010111110101125-49%
3%2%-%2%-%2%3%4%3%3%3%3%3%3%

164-19-9252227232322232750-74%
7%5%-%6%-%7%7%8%7%6%6%7%6%7%

1947615224*10529819931628730925730532475-100%
77%84%100%78%100%85%79%76%79%79%79%78%79%79%

a

Don't know/can't
101-11-210912101181112remember

4%1%-%4%-%2%3%3%3%3%3%2%3%3%

2439015278*121370255388352378322373399Answered
83.5686.1195.7783.99100.0088.3984.4083.2384.9184.8384.7183.3084.8484.70Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2202452814713352306105169604201465Unweighted total
199212243441224427687154562187411Weighted total

15222819333114*-14370-24%
8%10%12%2%7%7%12%1%9%*%-%8%9%

baa

659-246142-41125-49%
3%2%4%-%2%8%2%1%2%4%-%2%3%

ab

121517*105148116-142750-74%
6%7%7%*%8%12%5%9%7%10%-%7%7%

bb

15716817843100312157612447215532475-100%
79%79%74%98%82%70%78%87%81%83%90%82%79%

acbc

Don't know/can't
9310*1181*1*112remember
5%1%4%1%1%2%3%2%*%2%10%1%3%

a

190209232431214326886153552186399Answered
85.9783.5581.6895.7786.1980.3683.1391.5284.5889.21100.0086.1184.70Mean

acbc
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adcbadc*baSignificance Level: 95%
22124524395733705597986465Unweighted total
1342011192715342447137411Weighted total

112245362617370-24%
8%26%12%20%23%20%20%17%10%12%71%18%9%

-1-**1*111*11125-49%
-%27%-%2%1%4%1%3%5%3%3%4%3%

1*1*2111*3*22750-74%
9%6%7%*%11%5%9%4%2%6%4%7%7%

92169121911252037*2632475-100%
75%41%82%78%64%71%70%74%83%77%22%71%79%

Don't know/can't
1------1-1--12remember
7%-%-%-%-%-%-%3%-%2%-%-%3%

1242011192715332446137399Answered
84.4056.8684.0080.2072.5574.5476.2578.3984.0182.2526.8675.6284.70Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kjihgf*ed*c*baSignificance Level: 95%
1627394439333719110102170465Unweighted total
173742544527261452142458411Weighted total

-65344227-*3370-24%
-%16%12%5%10%15%9%17%13%-%1%5%9%

2*221***1--21125-49%
12%*%4%3%1%1%1%2%3%-%-%3%3%

22**551-3-*72750-74%
12%7%*%1%12%19%2%-%5%-%2%13%7%

ijdfijij

13293549341720104014214232475-100%
75%77%83%91%76%62%76%74%77%100%88%72%79%

ag

Don't know/can't
----*1311-2412remember
-%-%-%-%1%3%12%7%2%-%9%7%3%

dhij

173742544527231351142254399Answered
86.3380.3084.0891.3481.9976.0486.7779.2381.96100.0097.0281.7484.70Mean

g
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
82116166101465Unweighted total
961269396411Weighted total

1111123370-24%
12%9%13%3%9%

aa

43221125-49%
4%2%2%2%3%

511382750-74%
5%9%4%8%7%

76100717732475-100%
79%79%76%80%79%

Don't know/can't
-15612remember
-%1%5%6%3%

cdcd

961258890399Answered
83.0184.7682.8488.2684.70Mean
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QV2d. Approximately what percentage of the parcels and packets you send are to fulfil customer orders - WRITE IN
Base: All where parcels and packets are sent (QV6a=3) and where business parcels/packets are sent for customer orders (QV2c=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

363696350516588133714241482Royal Mail
74%72%83%77%75%72%72%70%73%74%74%

a

11536116179193413496515DPD
23%10%31%25%26%24%27%20%25%26%26%

dddd

1110269916015339401416UPS
24%21%22%22%23%18%24%15%19%21%21%

17835118129172411381398DHL
35%15%30%26%19%21%21%21%21%20%20%

abdadad

58218212513129336349Parcelforce
11%16%18%18%18%16%12%11%18%18%17%

eecc

10511781278215317325Hermes
21%10%9%17%18%10%18%5%11%17%16%

cdcccbcecbce

11820628011137226237TNT Express
22%17%18%13%12%14%11%16%14%12%12%

ab

6624537411227213224FedEx
13%13%20%12%11%13%21%9%13%11%11%

abace

21949728115183190Yodel
3%2%8%11%10%9%12%5%11%10%10%

dedeccc

471539374113118122UK Mail
7%15%13%9%5%5%9%4%5%6%6%

aaa

*11101621*13940Amazon
1%2%1%2%2%2%5%2%2%2%2%

Whistl (Previously known
1*313152*113738as TNT Post)
2%*%3%3%2%2%2%4%2%2%2%

1-2136*-**2626DX
1%-%1%3%1%1%-%*%1%1%1%

a

224931-*12526APC
5%4%3%2%*%1%-%2%1%1%1%

aaaa

***1051-*12122Tuffnels
*%1%*%2%1%1%-%1%1%1%1%

a

-*-56*--*1414Parcels to go
-%1%-%1%1%*%-%-%1%1%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

--266----1414Collect Plus
-%-%1%1%1%-%-%-%-%1%1%

e

***3*1-*167Secured Mail
1%*%*%1%*%1%-%1%1%*%*%

aa

---121-**67Pitney Bowes
-%-%-%*%*%1%-%1%1%*%*%

Interlink / Interlink
*-*23*-**66Express / Direct
*%-%*%*%*%*%-%*%*%*%*%

--*-4----44Freight - Better / Night
-%-%*%-%1%-%-%-%-%*%*%

--*21*--*33One Post
-%-%*%*%*%*%-%-%1%*%*%

2-*1-**-*33Neo Post
4%-%*%*%-%*%1%-%*%*%*%

abc

-*-1**--*23Fastway Couriers
-%*%-%*%*%*%-%-%*%*%*%

----**-**22Interparcel
-%-%-%-%*%*%-%1%*%*%*%

-*-*-*--*22Business Post
-%*%-%*%-%*%-%-%*%*%*%

---2***--22Citipost
-%-%-%*%*%*%*%-%-%*%*%

----2----22Securicor
-%-%-%-%*%-%-%-%-%*%*%

1----*-**11Postal Sort
2%-%-%-%-%*%-%1%*%*%*%

abaa

---**----11DHS
-%-%-%*%*%-%-%-%-%*%*%

---**----11Parcel Line
-%-%-%*%*%-%-%-%-%*%*%

----*----**Pallet Lines
-%-%-%-%*%-%-%-%-%*%*%

--*--**---*Eagle Couriers
-%-%*%-%-%*%1%-%-%-%*%

ab

*----*--*-*Coopers Carriers
*%-%-%-%-%*%-%-%*%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%*%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

---*-*--*-*AJG Parcels
-%-%-%*%-%*%-%-%*%-%*%

-124141-*13334None
-%2%2%1%2%2%-%2%2%2%2%

-**221***55Don't know
-%1%*%*%*%1%2%1%1%*%*%

aa

66943579144152161Other answers
12%12%8%9%8%11%12%19%8%8%8%

aabe
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

697379126112111813623111751225911701482Royal Mail
78%74%77%74%73%72%68%71%73%78%76%80%78%74%

ggg

172227448414652924512572481515DPD
19%23%27%26%25%28%26%28%28%18%19%21%37%26%

cmcmcmcmcmbcdfgij

klm

61913378373736803713721848416UPS
6%20%13%22%22%22%18%25%23%20%24%16%22%21%

kmmkmkmkmmkmkmmkmmkm

192016343202337683512892831398DHL
21%20%15%20%12%14%19%21%22%18%30%25%14%20%

aiiaiiiahikafghijk

lm

181417300253932543111521738349Parcelforce
20%15%16%18%15%24%16%17%19%17%18%15%17%17%

l

8171528527312652399382737325Hermes
10%17%14%17%17%19%13%16%24%13%13%23%17%16%

mmmmmcfgjkmcgkmm

61411206122625482510261420237TNT Express
7%14%10%12%7%16%13%15%16%16%9%12%9%12%

immcimmcimcimm

58920111161133245462528224FedEx
6%9%9%12%7%10%6%10%15%7%16%22%13%11%

gmmgilmgiklmgmdfghijkl

m

8161215315191522221017726190Yodel
9%17%12%9%9%12%7%7%14%15%6%6%12%10%

bcfgijmcfccfcfcf

*84110111319217215913122UK Mail
1%8%4%6%7%8%9%6%4%3%5%8%6%6%

kmmmmkmkmmmmmm

2343164263112740Amazon
2%3%4%2%4%2%1%2%2%1%*%2%3%2%

ccjcc

Whistl (Previously known
2-13543237262538as TNT Post)
2%-%1%2%3%2%1%1%4%3%2%2%2%2%

lllllflllll

2112321212--31226DX
2%1%1%1%1%1%1%4%-%-%1%1%1%1%

ejl

-2*24*255*-31726APC
-%2%*%1%*%1%3%1%*%-%1%1%3%1%

mmkmmeijkm

-112026341--1222Tuffnels
-%1%1%1%1%4%2%1%1%-%-%1%1%1%

cjkmcm
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

---14411-413-114Parcels to go
-%-%-%1%2%1%1%-%2%2%1%-%*%1%

fklmfklmfklm

-1*12--25-222-14Collect Plus
-%1%*%1%-%-%1%2%-%3%1%2%-%1%

maehimm

-1*6-2*21----7Secured Mail
-%1%*%*%-%1%*%1%1%-%-%-%-%*%

cjm

1-*62-*1--1-27Pitney Bowes
1%-%*%*%1%-%*%*%-%-%*%-%1%*%

Interlink / Interlink
*1-5122*-----6Express / Direct
*%1%-%*%1%1%1%*%-%-%-%-%-%*%

-*-4---211---4Freight - Better / Night
-%1%-%*%-%-%-%1%1%1%-%-%-%*%

km

-*-32------1-3One Post
-%*%-%*%1%-%-%-%-%-%-%1%-%*%

j

--*3-*-1--2--3Neo Post
-%-%*%*%-%*%-%*%-%-%1%-%-%*%

3------------3Fastway Couriers
3%-%-%-%-%-%-%-%-%-%-%-%-%*%

acefghij

kl

-*-22-----*-*2Interparcel
-%*%-%*%1%-%-%-%-%-%*%-%*%*%

j

-**22-*------2Business Post
-%*%*%*%1%-%*%-%-%-%-%-%-%*%

j

***1------1--2Citipost
*%*%*%*%-%-%-%-%-%-%*%-%-%*%

---2--2------2Securicor
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

j

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

**-----------1DHS
1%*%-%-%-%-%-%-%-%-%-%-%-%*%

jj

--1----------1Parcel Line
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

j
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

---*----*----*Pallet Lines
-%-%-%*%-%-%-%-%*%-%-%-%-%*%

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*Coopers Carriers
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

--*----------*AJG Parcels
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

1113142445272134None
1%1%1%2%2%1%2%1%3%3%3%2%1%2%

--*5-1*-*-22-5Don't know
-%-%*%*%-%1%*%-%*%-%1%2%-%*%

flm

71191341610212538181221161Other answers
8%11%9%8%9%6%11%8%2%12%6%10%10%8%

eceeeeeeeee
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

151133133811445851073741615330122311482Royal Mail
73%74%75%74%77%76%66%71%79%65%69%81%74%

bcefbcef

564591313842033171544813489515DPD
27%26%29%25%27%22%12%26%25%27%27%22%26%

afffff

32384793371532091572216362416UPS
16%21%18%22%20%14%17%27%12%34%21%4%21%

bbadaadghabdfghad

4235671327146365134317344398DHL
20%20%16%21%19%25%9%23%16%15%19%10%20%

bfadfadff

2932074275115267115299414349Parcelforce
14%18%16%18%15%18%12%19%15%20%23%11%17%

hadfh

3529067258140217111166231325Hermes
17%16%15%17%18%15%13%19%8%12%13%3%16%

adadaada

21216621755913393197393237TNT Express
10%12%14%11%8%9%6%16%10%16%22%8%12%

dfghfhadefgh

20203361889813270152231224FedEx
10%11%8%12%13%9%4%12%8%5%13%2%11%

badfafaf

2017048142801775114985190Yodel
10%9%11%9%11%12%12%9%7%19%5%14%10%

bbbbdehb

511741813211*4955192122UK Mail
3%7%9%5%4%8%*%8%3%11%11%4%6%

badfdfhdfhdfh

338832232373**140Amazon
1%2%2%2%3%2%6%1%2%1%*%2%2%

bebdeb

Whistl (Previously known
434732183-7523-38as TNT Post)
2%2%1%2%2%2%-%1%3%4%2%-%2%

224323146-4--2-26DX
1%1%1%1%2%4%-%1%-%-%1%-%1%

dbdeh

4224223-212316-26APC
2%1%1%1%*%-%3%2%1%2%3%-%1%

ghhhgh

121715*--13314122Tuffnels
1%1%2%1%*%-%-%2%1%2%2%3%1%

hhhhgh
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

-1421282-4-1--14Parcels to go
-%1%*%1%1%1%-%1%-%2%-%-%1%

bd

*13*1322-33-4-14Collect Plus
*%1%*%1%*%1%-%*%2%-%2%-%1%

bheh

-7252-*2**2*7Secured Mail
-%*%*%*%*%-%1%*%*%1%1%1%*%

1643*3-3----7Pitney Bowes
1%*%1%*%*%2%-%1%-%-%-%-%*%

abdehh

Interlink / Interlink
-6321-*2--2-6Express / Direct
-%*%1%*%*%-%1%*%-%-%1%-%*%

ah

-422---*--4-4Freight - Better / Night
-%*%*%*%-%-%-%*%-%-%2%-%*%

deh

-3*32---*1--3One Post
-%*%*%*%*%-%-%-%*%2%-%-%*%

bdeh

-3*321*-----3Neo Post
-%*%*%*%*%1%*%-%-%-%-%-%*%

e

-3112--*--**3Fastway Couriers
-%*%*%*%*%-%-%*%-%-%*%1%*%

e

21-2*--2---*2Interparcel
1%*%-%*%*%-%-%*%-%-%-%1%*%

a

-2*2*--*2--*2Business Post
-%*%*%*%*%-%-%*%1%-%-%1%*%

ehh

-2*11--*----2Citipost
-%*%*%*%*%-%-%*%-%-%-%-%*%

-2-2---2----2Securicor
-%*%-%*%-%-%-%*%-%-%-%-%*%

1**1-1**--*-1Postal Sort
*%*%*%*%-%1%*%*%-%-%*%-%*%

ah

-1-1*--*----1DHS
-%*%-%*%*%-%-%*%-%-%-%-%*%

-11-*--*----1Parcel Line
-%*%*%-%*%-%-%*%-%-%-%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

-**-------*-*Pallet Lines
-%*%*%-%-%-%-%-%-%-%*%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**-----*---*Coopers Carriers
-%*%*%-%-%-%-%-%*%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*AJG Parcels
-%*%*%-%*%-%-%-%-%-%-%-%*%

232926202*102-1-34None
1%2%2%2%3%1%*%2%1%-%*%-%2%

b

*5*5--*3*2--5Don't know
*%*%*%*%-%-%*%1%*%4%-%-%*%

hbdegh

1714445115488156156262161Other answers
8%8%10%7%6%5%3%9%8%13%15%4%8%

afhfhadefgh

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 21  (continuation)                                                                                                                                                    Page 422

QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

2972119479213901482Royal Mail
68%73%76%73%74%74%

c

1326931123492515DPD
30%24%25%19%26%26%

ab

1124325620396416UPS
26%15%21%16%21%21%

abb

786025522376398DHL
18%21%21%17%20%20%

1034619422327349Parcelforce
24%16%16%17%17%17%

ab

854719111314325Hermes
20%16%15%9%17%16%

ab

72301308229237TNT Express
17%10%10%6%12%12%

abb

58371285219224FedEx
13%13%10%4%12%11%

b

47221176184190Yodel
11%8%9%5%10%10%

2611823119122UK Mail
6%4%7%2%6%6%

b

443323840Amazon
1%1%3%2%2%2%

c

Whistl (Previously known
61121-3838as TNT Post)
1%4%2%-%2%2%

ac

128712526DX
3%3%1%1%1%1%

aa

1268-2626APC
3%2%1%-%1%1%

aa

931012122Tuffnels
2%1%1%1%1%1%

a

32921214Parcels to go
1%1%1%1%1%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

446-1414Collect Plus
1%1%*%-%1%1%

a

124167Secured Mail
*%1%*%1%*%*%

4*3-77Pitney Bowes
1%*%*%-%*%*%

a

Interlink / Interlink
4-2-66Express / Direct
1%-%*%-%*%*%

a

1-3314Freight - Better / Night
*%-%*%2%*%*%

a

2-1-33One Post
*%-%*%-%*%*%

-3--33Neo Post
-%1%-%-%*%*%

ac

2*1-33Fastway Couriers
*%*%*%-%*%*%

2**-22Interparcel
*%*%*%-%*%*%

a

-2*-22Business Post
-%1%*%-%*%*%

a

*-2-22Citipost
*%-%*%-%*%*%

--2-22Securicor
-%-%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

1---11DHS
*%-%-%-%*%*%

*-*-11Parcel Line
*%-%*%-%*%*%

*---**Pallet Lines
*%-%-%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

--*-**Coopers Carriers
-%-%*%-%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

*---**Global Mailing
*%-%-%-%*%*%

*---**AJG Parcels
*%-%-%-%*%*%

1351653034None
3%2%1%4%2%2%

a

**5-55Don't know
*%*%*%-%*%*%

43229113147161Other answers
10%8%7%11%8%8%

a
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

215572694231458--*241619212661482Royal Mail
71%72%77%60%74%-%-%59%90%87%54%72%75%74%

bccjcjcj

8821621113502--**21075427515DPD
29%27%23%34%26%-%-%59%10%46%34%28%25%26%

aa

9815216614402--**31184318416UPS
32%19%18%37%20%-%-%18%9%55%37%31%19%21%

abaiaiai

7616116113385---22964322398DHL
25%20%18%33%20%-%-%-%68%40%29%24%19%20%

abaiai

8214312416332--*-21466267349Parcelforce
27%18%14%43%17%-%-%18%-%50%46%25%16%17%

abaabiabiai

6313912316309--*2-1447262325Hermes
21%18%14%42%16%-%-%41%68%-%46%18%15%16%

aaabiabi

61938413224--**11247176237TNT Express
20%12%9%34%11%-%-%59%9%16%39%18%10%12%

ababiabiai

55808910213---22645169224FedEx
18%10%10%27%11%-%-%-%68%51%20%17%10%11%

ababiaiai

3570868182--*2-627156190Yodel
11%9%10%21%9%-%-%41%68%-%19%10%9%10%

abiabi

3450396116*-***52888122UK Mail
11%6%4%15%6%100%-%41%9%1%17%10%5%6%

abaaiaiai

11624-40------14040Amazon
*%2%3%-%2%-%-%-%-%-%-%*%2%2%

ccbb

Whistl (Previously known
42015237*--**123538as TNT Post)
1%2%2%4%2%100%-%-%9%2%4%1%2%2%

bb

12131324-----391426DX
4%2%*%7%1%-%-%-%-%-%9%4%1%1%

abaaiaiai

13121224-----2121326APC
4%2%*%5%1%-%-%-%-%-%6%4%1%1%

abaaiaiai

5115122-----151722Tuffnels
2%1%1%2%1%-%-%-%-%-%2%2%1%1%

a

338-14------31114Parcels to go
1%*%1%-%1%-%-%-%-%-%-%1%1%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

464*13-----*41014Collect Plus
1%1%*%1%1%-%-%-%-%-%1%1%1%1%

22317--***-157Secured Mail
1%*%*%1%*%-%-%41%9%1%-%*%*%*%

25*-7------257Pitney Bowes
1%1%*%-%*%-%-%-%-%-%-%1%*%*%

aa

Interlink / Interlink
221*6-----*236Express / Direct
1%*%*%*%*%-%-%-%-%-%*%1%*%*%

a

2-2-4------224Freight - Better / Night
1%-%*%-%*%-%-%-%-%-%-%1%*%*%

bai

2*1-3------213One Post
1%*%*%-%*%-%-%-%-%-%-%1%*%*%

bai

3*--3------3*3Neo Post
1%*%-%-%*%-%-%-%-%-%-%1%*%*%

abai

11*-3------123Fastway Couriers
*%*%*%-%*%-%-%-%-%-%-%*%*%*%

2*--2------2*2Interparcel
1%*%-%-%*%-%-%-%-%-%-%1%*%*%

abai

**2-2------*22Business Post
*%*%*%-%*%-%-%-%-%-%-%*%*%*%

-11-2-------22Citipost
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

--2-2-------22Securicor
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

1-**1-----*1*1Postal Sort
*%-%*%*%*%-%-%-%-%-%*%*%*%*%

a

*-*-1------**1DHS
*%-%*%-%*%-%-%-%-%-%-%*%*%*%

-1--1-------11Parcel Line
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Pallet Lines
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Eagle Couriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*--*-------**Coopers Carriers
-%*%-%-%*%-%-%-%-%-%-%-%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*AJG Parcels
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

51217-34------52934None
2%1%2%-%2%-%-%-%-%-%-%2%2%2%

2*3-5------235Don't know
1%*%*%-%*%-%-%-%-%-%-%1%*%*%

b

3766587154*---*630124161Other answers
12%8%6%17%8%100%-%-%-%1%21%11%7%8%

abaiabiai
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

-231623328408603314109155298241482Royal Mail
-%55%97%92%84%59%75%72%76%67%75%75%76%74%

abbbdddddf

-**461227429498178297161260515DPD
-%3%4%22%21%23%25%25%22%29%24%23%24%26%

abcef

-2154721925483179237146205416UPS
-%48%38%28%14%14%20%21%19%29%19%21%19%21%

abcef

-31241820623885135235160203398DHL
-%95%38%12%16%34%18%20%19%22%19%23%19%20%

acdaac

-*1*4820623379145220141195349Parcelforce
-%3%52%2%16%15%19%20%18%24%18%20%18%17%

dacef

-2*651117319760135197127174325Hermes
-%50%12%36%18%20%16%17%14%22%16%18%16%16%

aabcefe

-**4*61341616710414495124237TNT Express
-%3%2%22%*%11%12%13%15%17%12%14%11%12%

cccacabcf

--1447120144609013699114224FedEx
-%-%38%24%14%13%11%12%14%15%11%14%10%11%

aaacac

--*3*5113120396712274113190Yodel
-%-%12%20%1%10%10%10%9%11%10%10%10%10%

cc

*-1*2267792459734664122UK Mail
100%-%38%3%8%3%6%7%6%10%6%7%6%6%

abcef

--*2-1172110520131940Amazon
-%-%2%12%-%1%2%2%2%1%2%2%2%2%

abcd

Whistl (Previously known
*****1232591325132438as TNT Post)

100%3%10%1%1%1%2%2%2%2%2%2%2%2%

--*1-1192261322182126DX
-%-%2%4%-%2%2%2%1%2%2%3%2%1%

-----*1422121714111326APC
-%-%-%-%-%*%1%2%3%3%1%2%1%1%

acac

------13187131371122Tuffnels
-%-%-%-%-%-%1%1%2%2%1%1%1%1%

abc

------79*675614Parcels to go
-%-%-%-%-%-%1%1%*%1%1%1%1%1%

ee
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

---2--974411111114Collect Plus
-%-%-%11%-%-%1%1%1%1%1%2%1%1%

abcf

---*-*35244347Secured Mail
-%-%-%3%-%*%*%*%1%1%*%*%*%*%

a

------76347567Pitney Bowes
-%-%-%-%-%-%1%*%1%1%1%1%1%*%

Interlink / Interlink
------45244446Express / Direct
-%-%-%-%-%-%*%*%1%1%*%1%*%*%

------33*23234Freight - Better / Night
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---*--33*23233One Post
-%-%-%1%-%-%*%*%*%*%*%*%*%*%

----*-133-1-13Neo Post
-%-%-%-%*%-%*%*%1%-%*%-%*%*%

abcd

-----*22*12123Fastway Couriers
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

------*2*****2Interparcel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---*--2*-*2*22Business Post
-%-%-%1%-%-%*%*%-%*%*%*%*%*%

------12--1-12Citipost
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

------2--22-22Securicor
-%-%-%-%-%-%*%-%-%*%*%-%*%*%

f

---1-**11*1*11Postal Sort
-%-%-%4%-%*%*%*%*%*%*%*%*%*%

a

------*-1****1DHS
-%-%-%-%-%-%*%-%*%*%*%*%*%*%

-----**1*11111Parcel Line
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

a

------**-*****Pallet Lines
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

----*--*--*-**Eagle Couriers
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

-----*--*-****Coopers Carriers
-%-%-%-%-%*%-%-%*%-%*%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---*---*******AJG Parcels
-%-%-%*%-%-%-%*%*%*%*%*%*%*%

----2125255927182134None
-%-%-%-%7%1%2%2%1%2%2%3%2%2%

-----2342*5255Don't know
-%-%-%-%-%3%*%*%*%*%*%*%*%*%

a

*-13104811063060996591161Other answers
100%-%43%19%36%7%7%9%7%10%8%9%8%8%

aabe
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

6140205225338*-**5463941482Royal Mail
58%80%72%76%75%76%-%70%100%100%55%60%67%74%

c

4406781104*-*-216169515DPD
35%23%24%27%23%44%-%56%-%34%19%59%29%26%

223666186-----27170416UPS
17%13%23%20%19%-%-%-%-%-%25%70%29%21%

ddd

233565589*-*--11133398DHL
21%19%20%19%20%10%-%13%-%-%16%10%23%20%

231545579----315134349Parcelforce
16%17%19%18%17%-%-%-%-%65%21%54%23%17%

531483776*-*-217125325Hermes
41%18%17%13%17%44%-%56%-%31%15%67%21%16%

*28344240-----1598237TNT Express
4%16%12%14%9%-%-%-%-%-%19%45%17%12%

aa

*18343053-----1188224FedEx
1%11%12%10%12%-%-%-%-%-%15%7%15%11%

220263242*-*--3163190Yodel
17%11%9%11%9%55%-%70%-%-%43%11%11%10%

218191222*-*-2*155122UK Mail
17%10%7%4%5%68%-%87%-%34%3%9%9%6%

ab

-13214-------540Amazon
-%1%1%1%3%-%-%-%-%-%-%-%1%2%

bd

Whistl (Previously known
-4687*-*----1338as TNT Post)
-%2%2%3%1%24%-%30%-%-%-%-%2%2%

*11451------11126DX
4%6%1%2%*%-%-%-%-%-%-%11%2%1%

abcaa

-2471------*1726APC
-%1%1%2%*%-%-%-%-%-%-%*%3%1%

a

-2155-------1322Tuffnels
-%1%*%2%1%-%-%-%-%-%-%-%2%1%

c

-2-23-------614Parcels to go
-%1%-%1%1%-%-%-%-%-%-%-%1%1%

c

-2432-------414Collect Plus
-%1%1%1%*%-%-%-%-%-%-%-%1%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

-121-*-*---*47Secured Mail
-%*%1%*%-%44%-%56%-%-%-%1%1%*%

*22*3-------47Pitney Bowes
4%1%1%*%1%-%-%-%-%-%-%-%1%*%

Interlink / Interlink
-22-*-------46Express / Direct
-%1%1%-%*%-%-%-%-%-%-%-%1%*%

ab

--2-1-------24Freight - Better / Night
-%-%1%-%*%-%-%-%-%-%-%-%*%*%

--2*1-------23One Post
-%-%1%*%*%-%-%-%-%-%-%-%*%*%

-1--*--------3Neo Post
-%1%-%-%*%-%-%-%-%-%-%-%-%*%

-1--2-------13Fastway Couriers
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

--*-*-------*2Interparcel
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

-**2--------*2Business Post
-%*%*%1%-%-%-%-%-%-%-%-%*%*%

--*-*--------2Citipost
-%-%*%-%*%-%-%-%-%-%-%-%-%*%

----2-------22Securicor
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-1*-*-------*1Postal Sort
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

--*---------*1DHS
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

--**--------11Parcel Line
-%-%*%*%-%-%-%-%-%-%-%-%*%*%

----*-------**Pallet Lines
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

--*----------*Coopers Carriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

---*-----*---*AJG Parcels
-%-%-%*%-%-%-%-%-%1%-%-%-%*%

-211311-------934None
-%1%4%1%2%-%-%-%-%-%-%-%2%2%

bd
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

-*221-------*5Don't know
-%*%1%1%*%-%-%-%-%-%-%-%*%*%

310272236*-*-*1*58161Other answers
30%6%9%8%8%24%-%30%-%1%14%2%10%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

25890127135511315279259115901451482Royal Mail
47%76%50%78%66%63%68%30%69%68%64%70%74%

bb

1228484431377135430474848515DPD
23%24%33%25%21%29%33%83%35%28%35%23%26%

acaa

922890326375137332554148416UPS
17%20%35%19%22%20%33%53%38%32%30%23%21%

acaa

82276733134695125422740398DHL
16%19%26%19%20%24%23%17%29%25%20%19%20%

aa

1320764284309106227493235349Parcelforce
25%18%25%16%18%37%26%35%32%29%23%17%17%

accaa

918866260262107323383335325Hermes
17%16%26%15%15%6%26%70%27%22%24%17%16%

abca

91355118517681123282329237TNT Express
17%12%20%11%10%23%20%13%27%17%16%14%12%

accabc

71293818621168*20271726224FedEx
13%11%15%11%12%5%16%6%23%16%12%13%11%

aab

31191817314251213211418190Yodel
6%10%7%10%8%8%12%32%15%12%10%9%10%

a

17134889347111201511122UK Mail
3%6%13%5%5%12%11%15%13%12%11%5%6%

acaaa

-203372-3---3340Amazon
-%2%1%2%1%-%1%-%-%-%2%1%2%

c

Whistl (Previously known
3214357*6-224638as TNT Post)
7%2%1%2%4%2%1%-%2%1%3%3%2%

aa

1202255-8-261326DX
1%2%1%1%3%-%2%-%2%4%1%2%1%

11212141*16-563226APC
3%1%5%1%1%1%4%-%6%4%2%1%1%

acaa
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

212616--13-265*22Tuffnels
3%1%2%1%-%-%3%-%2%4%3%*%1%

caaa

16212312-1*-514Parcels to go
2%1%1%1%2%4%1%-%1%*%-%2%1%

abc

-11113--4-*4*-14Collect Plus
-%1%*%1%-%-%1%-%*%2%*%-%1%

a

*4*7--4*-1-37Secured Mail
1%*%*%*%-%-%1%6%-%1%-%1%*%

43432*2--2*27Pitney Bowes
8%*%2%*%1%*%1%-%-%1%*%1%*%

aa

Interlink / Interlink
-4-6--4-2*2-6Express / Direct
-%*%-%*%-%-%1%-%2%*%2%-%*%

aca

-322--2--2*-4Freight - Better / Night
-%*%1%*%-%-%1%-%-%1%*%-%*%

-321--2--2*-3One Post
-%*%1%*%-%-%*%-%-%1%*%-%*%

a

1-3*--------3Neo Post
2%-%1%*%-%-%-%-%-%-%-%-%*%

aa

-2*2*-1-**-*3Fastway Couriers
-%*%*%*%*%-%*%-%1%*%-%*%*%

-*-2--*-*-*-2Interparcel
-%*%-%*%-%-%*%-%*%-%*%-%*%

-2-2*-*--*--2Business Post
-%*%-%*%*%-%*%-%-%*%-%-%*%

-1-2--------2Citipost
-%*%-%*%-%-%-%-%-%-%-%-%*%

-2-2--2----22Securicor
-%*%-%*%-%-%*%-%-%-%-%1%*%

1*1*--*----*1Postal Sort
2%*%*%*%-%-%*%-%-%-%-%*%*%

aa
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

-*-1*----*--1DHS
-%*%-%*%*%-%-%-%-%*%-%-%*%

-1-1--1----11Parcel Line
-%*%-%*%-%-%*%-%-%-%-%*%*%

-*-*--*-*---*Pallet Lines
-%*%-%*%-%-%*%-%1%-%-%-%*%

*-*---------*Eagle Couriers
*%-%*%-%-%-%-%-%-%-%-%-%*%

-*-*--------*Coopers Carriers
-%*%-%*%-%-%-%-%-%-%-%-%*%

*-*---*----**Global Mailing
*%-%*%-%-%-%*%-%-%-%-%*%*%

-*-**---*---*AJG Parcels
-%*%-%*%*%-%-%-%*%-%-%-%*%

2256297-3--33434None
3%2%2%2%4%-%1%-%-%2%2%2%2%

a

-5-5*-----*-5Don't know
-%*%-%*%*%-%-%-%-%-%*%-%*%

1386351251943816141920161Other answers
25%7%14%7%11%15%9%20%6%8%14%10%8%

aad
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-887762381172921312290451482Royal Mail
-%72%77%70%57%73%72%69%66%72%74%

ab

-2724193671116624822515DPD
-%22%24%27%32%28%34%35%35%35%26%

-231868190896726422416UPS
-%19%18%24%43%22%33%41%47%36%21%

ba

-411887367688565412398DHL
-%33%19%22%32%17%45%32%39%20%20%

abaa

-321778563817603923349Parcelforce
-%26%18%25%31%20%36%34%28%38%17%

bba

-241625255803443219325Hermes
-%19%16%15%26%20%18%25%24%30%16%

a

-261144847571412821237TNT Express
-%21%11%14%23%14%6%23%21%35%12%

ababb

-27945238521382912224FedEx
-%22%9%15%18%13%8%22%22%19%11%

abba

-14108352047124169190Yodel
-%12%11%10%10%12%4%13%11%14%10%

-562143127320216122UK Mail
-%4%6%4%15%7%18%11%15%9%6%

a

-419342-22-40Amazon
-%3%2%1%2%*%-%1%1%-%2%

a

Whistl (Previously known
-3243*132***38as TNT Post)
-%2%2%1%*%3%11%*%*%*%2%

aba

-220748175226DX
-%1%2%2%2%2%7%4%4%4%1%

-2135133*910426APC
-%2%1%2%7%1%1%5%7%6%1%

a

-*114410-22322Tuffnels
-%*%1%1%2%2%-%1%2%5%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-*6124-11114Parcels to go
-%*%1%*%1%1%-%1%1%2%1%

-29422-53214Collect Plus
-%2%1%1%1%1%-%3%2%3%1%

--42*4*1*17Secured Mail
-%-%*%1%*%1%1%1%*%2%*%

-2522221*-7Pitney Bowes
-%1%1%1%1%*%10%*%*%-%*%

a

Interlink / Interlink
-24*14-*1-6Express / Direct
-%2%*%*%*%1%-%*%*%-%*%

ab

--3-2--22-4Freight - Better / Night
-%-%*%-%1%-%-%1%2%-%*%

a

--312*-22*3One Post
-%-%*%*%1%*%-%1%1%*%*%

a

--1---*---3Neo Post
-%-%*%-%-%-%1%-%-%-%*%

-221*1-1*-3Fastway Couriers
-%1%*%*%*%*%-%1%*%-%*%

b

-***-*----2Interparcel
-%*%*%*%-%*%-%-%-%-%*%

--2*-*----2Business Post
-%-%*%*%-%*%-%-%-%-%*%

--1-------2Citipost
-%-%*%-%-%-%-%-%-%-%*%

--2--2----2Securicor
-%-%*%-%-%*%-%-%-%-%*%

-*1-*-1---1Postal Sort
-%*%*%-%*%-%3%-%-%-%*%

a

-***-*-*-*1DHS
-%*%*%*%-%*%-%*%-%1%*%

--1--1----1Parcel Line
-%-%*%-%-%*%-%-%-%-%*%

-***-*----*Pallet Lines
-%*%*%*%-%*%-%-%-%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

--*-------*Coopers Carriers
-%-%*%-%-%-%-%-%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%

--*-*--**-*AJG Parcels
-%-%*%-%*%-%-%*%*%-%*%

-320846-22-34None
-%2%2%2%2%1%-%1%1%-%2%

--5*-*----5Don't know
-%-%1%*%-%*%-%-%-%-%*%

212814223372281311161Other answers
100%10%8%12%11%9%13%16%9%18%8%

b
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

2525694326510804479253260-634591981482Royal Mail
41%76%77%73%76%77%100%66%68%66%-%70%76%72%74%

3181215128153247431104118-1213759515DPD
54%26%24%29%23%24%80%26%28%30%-%13%23%21%26%

abcc

*141176122139196244106128-2111483416UPS
8%20%19%27%21%19%39%36%28%32%-%23%19%30%21%

abb

112918790153195-5177105-3014082398DHL
16%19%21%20%23%19%-%42%21%27%-%34%23%30%20%

aabbbb

212416099129184*3979111-2211573349Parcelforce
46%18%18%22%19%18%11%32%21%28%-%24%19%26%17%

abbb

*10915190121167-328785-1611149325Hermes
6%16%17%20%18%16%-%26%23%22%-%17%19%18%16%

a

*8211079911172255581-208345237TNT Express
7%12%12%18%14%11%39%20%15%21%-%22%14%16%12%

abbb

*771017293109*265167-258050224FedEx
2%11%11%16%14%10%11%21%14%17%-%28%13%18%11%

aababb

1748554711102144548-126332190Yodel
11%11%9%12%11%11%39%12%12%12%-%14%10%12%10%

*4252334563*82741-34014122UK Mail
1%6%6%7%7%6%6%6%7%10%-%4%7%5%6%

-161621319--33--11540Amazon
-%2%2%*%2%2%-%-%1%1%-%-%2%2%2%

cc

Whistl (Previously known
-1614131022-1113-112138as TNT Post)
-%2%2%3%1%2%-%1%3%1%-%1%2%1%2%

baa

-1620101620-21010-118926DX
-%2%2%2%2%2%-%2%3%2%-%1%3%3%1%

-8781012-51015-111526APC
-%1%1%2%1%1%-%4%3%4%-%2%2%2%1%

-51010710-2710--7222Tuffnels
-%1%1%2%1%1%-%2%2%3%-%-%1%1%1%

a

-45436-154-15314Parcels to go
-%1%1%1%1%1%-%1%1%1%-%1%1%1%1%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-6941111-224-29414Collect Plus
-%1%1%1%2%1%-%2%1%1%-%2%1%1%1%

-33334--24--317Secured Mail
-%*%*%1%*%*%-%-%1%1%-%-%1%*%*%

-32223-224-1437Pitney Bowes
-%*%*%*%*%*%-%1%*%1%-%1%1%1%*%

Interlink / Interlink
-42444-242-24*6Express / Direct
-%1%*%1%1%*%-%2%1%1%-%2%1%*%*%

a

-13*232--2--2-4Freight - Better / Night
-%*%*%*%*%*%39%-%-%1%-%-%*%-%*%

-21*23---2--2*3One Post
-%*%*%*%*%*%-%-%-%*%-%-%*%*%*%

--------------3Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

*22112-111-1113Fastway Couriers
1%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

-*****-***-***2Interparcel
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-*2**2--**--*-2Business Post
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

-1*--1--------2Citipost
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

-2-2-2--2-----2Securicor
-%*%-%*%-%*%-%-%*%-%-%-%-%-%*%

-11-*1--*--**-1Postal Sort
-%*%*%-%*%*%-%-%*%-%-%*%*%-%*%

--********-***1DHS
-%-%*%*%*%*%11%*%*%*%-%1%*%*%*%

-11111--1---1*1Parcel Line
-%*%*%*%*%*%-%-%*%-%-%-%*%*%*%

-*****-*-*-****Pallet Lines
-%*%*%*%*%*%-%*%-%*%-%1%*%*%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-**------*-*Coopers Carriers
-%-%*%-%*%*%-%-%-%-%-%-%*%-%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-*****---*--*-*AJG Parcels
-%*%*%*%*%*%-%-%-%*%-%-%*%-%*%

-142341619-247-214834None
-%2%3%1%2%2%-%1%1%2%-%2%2%3%2%

c

-25*25------2*5Don't know
-%*%1%*%*%*%-%-%-%-%-%-%*%*%*%

*5265425779*94042-105527161Other answers
5%7%7%9%9%8%11%8%11%11%-%11%9%10%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

814143052467940561821432061482Royal Mail
65%71%89%82%76%79%77%75%66%70%71%74%

c

292121792141017736478515DPD
18%46%10%32%26%25%20%23%27%31%27%26%

e

694141391711920715887416UPS
51%46%24%37%20%20%37%27%26%28%30%21%

c

128131251742431713374398DHL
9%11%48%35%18%20%46%41%26%16%25%20%

abcabcbb

2124101191671825775368349Parcelforce
17%62%24%27%17%19%35%33%28%26%23%17%

aa

512481131411415555155325Hermes
40%62%25%22%16%16%28%20%20%25%19%16%

2827801081316483664237TNT Express
14%42%12%20%12%13%25%21%18%18%22%12%

*46566941620473340224FedEx
2%23%35%15%10%11%31%27%17%16%14%11%

abcabc

31*4778766262534190Yodel
27%6%2%12%11%10%12%8%9%12%12%10%

*2-6395726161518122UK Mail
3%13%-%16%6%7%3%8%6%8%6%6%

--211512--32*40Amazon
-%-%12%3%2%1%-%-%1%1%*%2%

aa

Whistl (Previously known
---218151325738as TNT Post)
-%-%-%6%3%2%1%3%1%2%3%2%

---*152122461026DX
-%-%-%1%2%2%3%3%1%3%3%1%

-22-87*244626APC
-%9%10%-%1%1%*%3%2%2%2%1%

*2-*8132278522Tuffnels
2%9%-%*%1%1%4%3%3%4%2%1%

*---461*32214Parcels to go
2%-%-%-%1%1%3%*%1%1%1%1%

-2--472-24414Collect Plus
-%9%-%-%1%1%4%-%1%2%1%1%

cd
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

---332--1217Secured Mail
-%-%-%9%*%*%-%-%*%1%*%*%

----22--*-27Pitney Bowes
-%-%-%-%*%*%-%-%*%-%1%*%

Interlink / Interlink
---*42-*4426Express / Direct
-%-%-%1%1%*%-%*%2%2%1%*%

---*13--*-24Freight - Better / Night
-%-%-%1%*%*%-%-%*%-%1%*%

----21--*--3One Post
-%-%-%-%*%*%-%-%*%-%-%*%

-----------3Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

---*21111113Fastway Couriers
-%-%-%*%*%*%1%1%*%*%*%*%

*---**-****2Interparcel
2%-%-%-%*%*%-%*%*%*%*%*%

----*2--***2Business Post
-%-%-%-%*%*%-%-%*%*%*%*%

----1*-----2Citipost
-%-%-%-%*%*%-%-%-%-%-%*%

----2----222Securicor
-%-%-%-%*%-%-%-%-%1%1%*%

----11-----1Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

----*******1DHS
-%-%-%-%*%*%1%1%*%*%*%*%

----*1---*11Parcel Line
-%-%-%-%*%*%-%-%-%*%*%*%

----**-**--*Pallet Lines
-%-%-%-%*%*%-%1%*%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

-----*-----*Coopers Carriers
-%-%-%-%-%*%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

*---*---*-**AJG Parcels
*%-%-%-%*%-%-%-%*%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 21  (continuation)                                                                                                                                                    Page 445

QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

---*14192272434None
-%-%-%*%2%2%3%2%2%1%1%2%

----25-----5Don't know
-%-%-%-%*%1%-%-%-%-%-%*%

2-22486166381928161Other answers
17%-%14%6%7%7%11%8%14%9%10%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

12172024112093274129676114251027128895512671482Royal Mail
77%79%77%77%62%70%73%72%74%73%73%73%74%74%

3767910396299451301500377435328429515DPD
24%31%20%25%41%25%26%28%26%27%25%25%25%26%

b

3006614313-104372252403324371287367416UPS
19%26%27%20%-%27%21%24%21%23%21%22%21%21%

bb

299618306*114343237384296344266338398DHL
19%24%15%20%3%29%19%22%20%21%20%20%20%20%

abb

2446410260-96310214333266315252310349Parcelforce
15%25%18%17%-%24%18%20%17%19%18%19%18%17%

bab

2107222231277287181319247290230284325Hermes
13%28%41%15%41%20%16%17%17%18%17%18%16%16%

ba

165407169-78220149232189221179216237TNT Express
10%16%12%11%-%20%12%14%12%13%13%14%13%12%

bab

150538170-64191134212159187146187224FedEx
9%21%15%11%-%16%11%13%11%11%11%11%11%11%

bab

138416154-47169104185136166134164190Yodel
9%16%11%10%-%12%10%10%10%10%9%10%10%10%

b

8420179*20106701169310992108122UK Mail
5%8%1%5%3%5%6%7%6%7%6%7%6%6%

316-32-43824393539293840Amazon
2%2%-%2%-%1%2%2%2%2%2%2%2%2%

Whistl (Previously known
305127263113371931242938as TNT Post)

2%2%2%2%36%2%2%1%2%1%2%2%2%2%

197224-92418261925242526DX
1%3%3%2%-%2%1%2%1%1%1%2%1%1%

b

154-19-62418252224222326APC
1%2%-%1%-%2%1%2%1%2%1%2%1%1%

134-17-72019222119161722Tuffnels
1%1%-%1%-%2%1%2%1%2%1%1%1%1%

102-10-314714101471414Parcels to go
1%1%-%1%-%1%1%1%1%1%1%1%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 21  (continuation)                                                                                                                                                    Page 447

QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

104212-2138131013111314Collect Plus
1%2%3%1%-%1%1%1%1%1%1%1%1%1%

a

5115-372767677Secured Mail
*%1%2%*%-%1%*%*%*%*%*%*%*%*%

a

3--3-476767777Pitney Bowes
*%-%-%*%-%1%*%1%*%*%*%1%*%*%

Interlink / Interlink
42-6-*33655556Express / Direct
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

4--4-*42434*44Freight - Better / Night
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

3--3--11333333One Post
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-*32313133Neo Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

3--3-231323233Fastway Couriers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

12-2-*22222222Interparcel
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

2--1--22222222Business Post
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

2*-2--1*212122Citipost
*%*%-%*%-%-%*%*%*%*%*%*%*%*%

2--2--2-222222Securicor
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

1*-1-***111111Postal Sort
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

**-1-*11111111DHS
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

1--1--1*111111Parcel Line
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-*********Pallet Lines
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*--********Coopers Carriers
*%-%-%*%-%-%*%*%*%*%*%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*--********AJG Parcels
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

274425-43419343234303434None
2%2%7%2%-%1%2%2%2%2%2%2%2%2%

a

5--5--52545255Don't know
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

107276109239144101159124145116142161Other answers
7%11%11%7%38%10%8%10%8%9%8%9%8%8%

b
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

68379912456116123111001392114872281482Royal Mail
75%73%77%62%62%72%75%72%60%56%53%61%74%

ab

24227339938777737262118385134515DPD
27%25%25%39%30%24%25%32%33%44%36%36%26%

cbc

196220277281095430854130374150416UPS
22%20%17%29%42%17%21%28%37%43%30%40%21%

cbcbc

16623230315796329441103182103398DHL
18%21%19%15%30%20%20%21%29%21%19%27%20%

bc

15719124626746623150105326115349Parcelforce
17%18%15%27%29%21%16%26%30%37%50%31%17%

ccbb

1491762192483452294986244100325Hermes
16%16%13%24%32%14%16%25%24%28%34%26%16%

ccbc

100137160264958158216531578237TNT Express
11%13%10%26%19%18%11%11%18%37%38%21%12%

ccabb

93130156214637152345824465224FedEx
10%12%10%21%18%12%10%18%16%28%34%17%11%

ccbcb

79112150113034138193114438190Yodel
9%10%9%11%12%11%9%10%9%16%31%10%10%

b

48747810342386143710*45122UK Mail
5%7%5%10%13%7%6%7%11%12%1%12%6%

cc

162439112371522540Amazon
2%2%2%1%*%1%3%1%2%2%14%1%2%

aac

Whistl (Previously known
1820313473025*-538as TNT Post)

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

9181745415710--1026DX
1%2%1%4%2%1%1%3%3%-%-%3%1%

cb

91715484166128-1626APC
1%2%1%4%3%1%1%3%3%9%-%4%1%

ccbb

9141327514392-922Tuffnels
1%1%1%2%3%2%1%2%3%2%-%2%1%

c
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

59914-11322-414Parcels to go
1%1%1%1%2%-%1%2%1%2%-%1%1%

cc

211626-131722714Collect Plus
*%1%*%2%2%-%1%*%2%2%14%2%1%

bcc

255*233*1*-27Secured Mail
*%*%*%*%1%1%*%*%*%*%-%*%*%

b

164121425--57Pitney Bowes
*%1%*%1%1%*%*%1%2%-%-%1%*%

bb

Interlink / Interlink
23321-51**-16Express / Direct
*%*%*%2%*%-%*%*%*%*%-%*%*%

c

134-*22*2--24Freight - Better / Night
*%*%*%-%*%1%*%*%1%-%-%1%*%

3*1-2-12-2-23One Post
*%*%*%-%1%-%*%1%-%2%-%*%*%

acbcb

*3*12*3-12-*3Neo Post
*%*%*%1%1%*%*%-%*%2%-%*%*%

cc

122-**2***-*3Fastway Couriers
*%*%*%-%*%*%*%*%*%1%-%*%*%

211-2-*22--22Interparcel
*%*%*%-%1%-%*%1%1%-%-%*%*%

cbc

*22---2-----2Business Post
*%*%*%-%-%-%*%-%-%-%-%-%*%

*22--2*-----2Citipost
*%*%*%-%-%*%*%-%-%-%-%-%*%

b

-22---2-----2Securicor
-%*%*%-%-%-%*%-%-%-%-%-%*%

*1*1-*1-1*-11Postal Sort
*%*%*%1%-%*%*%-%*%*%-%*%*%

c

-1--1-**1--11DHS
-%*%-%-%*%-%*%*%*%-%-%*%*%

c

-11---1-----1Parcel Line
-%*%*%-%-%-%*%-%-%-%-%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

*---*-*-----*Pallet Lines
*%-%-%-%*%-%*%-%-%-%-%-%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

*-*---*-----*Coopers Carriers
*%-%*%-%-%-%*%-%-%-%-%-%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

*-*----**--**AJG Parcels
*%-%*%-%-%-%-%*%*%-%-%*%*%

151933-262516--634None
2%2%2%-%1%2%2%1%2%-%-%1%2%

*55---5-----5Don't know
*%*%*%-%-%-%*%-%-%-%-%-%*%

b

5710411613312711023557257161Other answers
6%10%7%13%12%9%7%12%16%8%20%15%8%

bccba
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

58108631356214392452121171482Royal Mail
80%66%77%66%69%76%66%80%72%75%68%77%74%

aa

154312118259201630548515DPD
20%27%27%45%36%31%43%42%46%43%30%31%26%

bdcaba

711997135151321220416UPS
10%4%17%18%14%16%22%31%38%30%14%13%21%

cccdabab

12526710166121416728398DHL
17%31%23%14%20%20%27%24%40%23%41%18%20%

aacac

1122179196101216529349Parcelforce
15%11%19%16%19%24%28%21%37%23%28%19%17%

ac

84217914661317222325Hermes
10%23%19%15%19%17%32%13%38%24%14%14%16%

ddacabca

9118571048611320237TNT Express
12%8%16%12%15%12%20%17%18%16%16%13%12%

911345718710215224FedEx
12%9%11%8%10%9%6%15%19%14%13%10%11%

a

3*114351345*11190Yodel
4%2%10%8%6%7%7%5%11%7%1%7%10%

db

5172543445*11122UK Mail
7%7%6%3%11%5%12%8%11%8%1%8%6%

ccbbb

*-3123**-*1440Amazon
*%-%2%2%3%3%1%*%-%*%3%2%2%

c

Whistl (Previously known
*-2**1**11*238as TNT Post)
*%-%2%1%*%1%*%*%3%2%*%1%2%

1-6*1412131526DX
1%-%6%*%2%5%5%4%3%5%7%4%1%

a

1*1*11*1*1*226APC
1%1%1%*%3%2%2%1%*%1%*%1%1%

--1-1*1*11*122Tuffnels
-%-%1%-%2%*%5%*%3%1%2%1%1%

ac

2-111--1112314Parcels to go
3%-%1%2%2%-%-%2%3%2%12%2%1%

ccacd
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

------------14Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%1%

--***-*-****7Secured Mail
-%-%*%*%*%-%*%-%*%*%2%*%*%

--11**-***227Pitney Bowes
-%-%1%2%*%*%-%*%*%*%13%1%*%

acd

Interlink / Interlink
-**-****-*-*6Express / Direct
-%*%*%-%*%*%*%*%-%*%-%*%*%

-----------14Freight - Better / Night
-%-%-%-%-%-%-%-%-%-%-%1%*%

------------3One Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

--1-1------13Neo Post
-%-%1%-%2%-%-%-%-%-%-%1%*%

c

-**-********3Fastway Couriers
-%*%*%-%*%*%*%*%*%*%*%*%*%

------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2Business Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

---***-----*2Citipost
-%-%-%*%*%*%-%-%-%-%-%*%*%

------------2Securicor
-%-%-%-%-%-%-%-%-%-%-%-%*%

*-----------1Postal Sort
*%-%-%-%-%-%-%-%-%-%-%-%*%

------------1DHS
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-*-*--*-*1Parcel Line
-%-%*%-%1%-%1%-%-%*%-%*%*%

------------*Pallet Lines
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%*%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

*---*--*-*-**AJG Parcels
*%-%-%-%*%-%-%*%-%*%-%*%*%

***1*1-*-**134None
*%1%*%2%*%1%-%*%-%*%*%1%2%

b

------------5Don't know
-%-%-%-%-%-%-%-%-%-%-%-%*%

3174292548214161Other answers
4%6%6%9%4%11%11%10%12%11%10%9%8%

d
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

901461231561061218783196411092231482Royal Mail
69%80%66%75%75%80%75%68%75%73%71%77%74%

ejlbejljej

314246563641402775253464515DPD
24%23%25%27%25%27%34%22%29%43%22%22%26%

abejkaabdeghijkl

363733463341242640174042416UPS
28%20%18%22%24%27%21%21%15%29%26%15%21%

adjadadadjadad

183935514336212452112641398DHL
14%21%19%24%30%24%18%20%20%20%17%14%20%

alabdefjlala

163126522530242245112641349Parcelforce
12%17%14%25%18%20%21%18%17%20%17%14%17%

adjlal

26422444262713164082139325Hermes
20%23%13%21%18%18%11%13%15%14%13%13%16%

fabdefjaefj

1621162822271515363930237TNT Express
12%11%9%13%16%18%13%12%14%5%6%10%12%

bbjabcjbb

8182526251811132761531224FedEx
6%10%13%12%18%12%9%11%10%10%10%11%11%

ladfl

1113172412241981991717190Yodel
9%7%9%11%8%16%17%6%7%16%11%6%10%

aadehjkadehjklade

8718181349615-1312122UK Mail
6%4%10%9%9%3%8%5%6%-%8%4%6%

acgkagacggg

5-362216626140Amazon
4%-%2%3%1%1%1%5%2%3%4%*%2%

akakafkakak

Whistl (Previously known
--6945113-*838as TNT Post)
-%-%3%5%3%4%1%1%1%-%*%3%2%

dklbdklkldkldk

-3*2322*7-4326DX
-%2%*%1%2%1%2%*%3%-%3%1%1%

ejejlejl

2522631-2-2226APC
2%3%1%1%4%2%1%-%1%-%1%1%1%

eade

2325-2221--222Tuffnels
2%2%1%2%-%1%2%2%1%-%-%1%1%

d

-2-2-*-14-5-14Parcels to go
-%1%-%1%-%*%-%1%2%-%3%-%1%

aafghjl
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

2-222-**--3214Collect Plus
2%-%1%1%1%-%*%*%-%-%2%1%1%

dddddgd

--2-**21*-**7Secured Mail
-%-%1%-%*%*%2%1%*%-%*%*%*%

ad

---22---2-1*7Pitney Bowes
-%-%-%1%1%-%-%-%1%-%*%*%*%

Interlink / Interlink
-----2-1*-3-6Express / Direct
-%-%-%-%-%1%-%1%*%-%2%-%*%

adad

------1-1-*24Freight - Better / Night
-%-%-%-%-%-%1%-%*%-%*%1%*%

-----*-1---23One Post
-%-%-%-%-%*%-%1%-%-%-%1%*%

d

--*--*--1--23Neo Post
-%-%*%-%-%*%-%-%*%-%-%1%*%

---1-*--*--*3Fastway Couriers
-%-%-%1%-%*%-%-%*%-%-%*%*%

*2---**-----2Interparcel
*%1%-%-%-%*%*%-%-%-%-%-%*%

d

----*-*----22Business Post
-%-%-%-%*%-%*%-%-%-%-%1%*%

-----*1**---2Citipost
-%-%-%-%-%*%1%*%*%-%-%-%*%

d

-2----------2Securicor
-%1%-%-%-%-%-%-%-%-%-%-%*%

d

-1---*--*-**1Postal Sort
-%*%-%-%-%*%-%-%*%-%*%*%*%

-------*---*1DHS
-%-%-%-%-%-%-%*%-%-%-%*%*%

-------**---1Parcel Line
-%-%-%-%-%-%-%*%*%-%-%-%*%

-----------**Pallet Lines
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----*------*Eagle Couriers
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----------**Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%*%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

--------*---*AJG Parcels
-%-%-%-%-%-%-%-%*%-%-%-%*%

64122*-441*-*34None
4%2%7%1%*%-%3%3%1%1%-%*%2%

abdghiagabdghikabdgabdg

-2-----1---35Don't know
-%1%-%-%-%-%-%1%-%-%-%1%*%

ddd

13196191812991831717161Other answers
10%10%3%9%13%8%8%7%7%5%11%6%8%

jjjadjjjj
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QV3. Thinking about postal services, which providers can you think of?
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

3593823663741482Royal Mail
72%76%73%75%74%

119133141122515DPD
24%27%28%24%26%

1071209099416UPS
21%24%18%20%21%

b

921309878398DHL
18%26%20%16%20%

abd

721079278349Parcelforce
14%21%18%16%17%

ad

92976967325Hermes
18%19%14%13%16%

abab

53766642237TNT Express
11%15%13%8%12%

ada

52695152224FedEx
10%14%10%10%11%

b

41604644190Yodel
8%12%9%9%10%

33352925122UK Mail
7%7%6%5%6%

81013940Amazon
2%2%3%2%2%

Whistl (Previously known
6195838as TNT Post)
1%4%1%2%2%

abd

379726DX
1%1%2%1%1%

9113326APC
2%2%1%1%1%

b

776222Tuffnels
1%1%1%*%1%

225514Parcels to go
*%*%1%1%1%

441614Collect Plus
1%1%*%1%1%

b

2*417Secured Mail
*%*%1%*%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

-4217Pitney Bowes
-%1%*%*%*%

d

Interlink / Interlink
-2136Express / Direct
-%*%*%1%*%

--224Freight - Better / Night
-%-%*%*%*%

-*123One Post
-%*%*%*%*%

**123Neo Post
*%*%*%*%*%

-2**3Fastway Couriers
-%*%*%*%*%

2**-2Interparcel
*%*%*%-%*%

-**22Business Post
-%*%*%*%*%

-*1-2Citipost
-%*%*%-%*%

2---2Securicor
*%-%-%-%*%

1***1Postal Sort
*%*%*%*%*%

--**1DHS
-%-%*%*%*%

--1-1Parcel Line
-%-%*%-%*%

---**Pallet Lines
-%-%-%*%*%

-*--*Eagle Couriers
-%*%-%-%*%

---**Coopers Carriers
-%-%-%*%*%

--*-*Global Mailing
-%-%*%-%*%

--*-*AJG Parcels
-%-%*%-%*%

2229134None
4%*%2%*%2%

abcac

2-135Don't know
*%-%*%1%*%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

38503637161Other answers
8%10%7%7%8%
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QV3. Thinking about postal services, which providers can you think of?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

43481074216467610184817601837Royal Mail
90%97%92%92%93%95%98%96%95%92%92%

aaa

2*718353*128689DPD
5%1%6%4%5%4%3%5%4%4%4%

21427222**27174Parcelforce
5%1%3%6%3%3%*%2%3%4%4%

a

3*32123*--*6767Hermes
6%*%3%5%3%*%-%-%1%3%3%

dbce

5*7121831115962DHL
11%*%6%3%3%3%6%4%3%3%3%

abdd

2*514132*124851UPS
4%*%4%3%2%3%4%3%3%3%3%

35*843*122731TNT Express
7%10%*%2%1%4%4%3%4%1%2%

abcabcaaaa

*233102**12729FedEx
1%4%2%1%1%3%3%2%3%1%1%

baa

2241241*-12829APC
4%4%3%3%1%1%2%-%1%1%1%

aaaa

1*21181-*12526UK Mail
1%*%2%2%1%1%-%1%2%1%1%

--*2-1-*11011Pitney Bowes
-%-%*%*%-%1%-%1%1%1%1%

--15-*-**89DX
-%-%1%1%-%*%-%*%*%*%*%

a

---14----88Parcels to go
-%-%-%*%1%-%-%-%-%*%*%

--232----77Collect Plus
-%-%2%1%*%-%-%-%-%*%*%

---2*----44Yodel
-%-%-%*%*%-%-%-%-%*%*%

2-*1-***-33Neo Post
4%-%*%*%-%*%1%*%-%*%*%

abcb

*-**-1-**12Tuffnels
*%-%*%*%-%1%-%2%1%*%*%

aaa
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

--*2-*--*22One Post
-%-%*%*%-%*%-%-%*%*%*%

---------22Interparcel
-%-%-%-%-%-%-%-%-%*%*%

----2----22Amazon
-%-%-%-%*%-%-%-%-%*%*%

--*--*--*22Local Courier
-%-%*%-%-%*%-%-%*%*%*%

---1-----11Fastway Couriers
-%-%-%*%-%-%-%-%-%*%*%

Whistl (Previously known
*--1-*-**11as TNT Post)
*%-%-%*%-%*%-%1%*%*%*%

a

1*---*-**11Postal Sort
1%*%-%-%-%*%-%1%*%*%*%

abaa

--*------**Coopers Carriers
-%-%*%-%-%-%-%-%-%*%*%

**---*--*-*Secured Mail
1%*%-%-%-%1%-%-%1%-%*%

aa

----*----**Business Post
-%-%-%-%*%-%-%-%-%*%*%

----*----**DHS
-%-%-%-%*%-%-%-%-%*%*%

--*--**---*Eagle Couriers
-%-%*%-%-%*%1%-%-%-%*%

ab

--*--*--*-*First Post
-%-%*%-%-%*%-%-%*%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%*%-%*%

---------11None
-%-%-%-%-%-%-%-%-%*%*%

1*814173*126165Other answers
2%*%7%3%2%4%2%7%4%3%3%

abdea

304085342562629153914991562NET: RM Only
63%81%73%75%81%78%85%79%76%78%78%

eebce

13822798514139261275NET: RM and Other
27%15%19%17%12%17%13%17%18%14%14%

abdaaaa
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

NET: Provider other than
521036454*13158162RM

10%3%8%8%7%5%2%4%5%8%8%

de
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

8492981562151147181289141642731102061837Royal Mail
95%95%96%91%91%89%91%89%88%99%92%97%94%92%

efhefhjcefghjefghjefhe

33282114111612-1131489DPD
3%3%2%5%1%9%5%5%8%-%4%3%6%4%

ikcdiklmikidiklmdik

532641108148-1021074Parcelforce
5%3%2%4%1%6%4%4%5%-%3%2%5%4%

ikdikiii

*11656106157-58867Hermes
*%1%1%4%3%6%3%5%4%-%2%7%4%3%

klmmcklmmcklmkmcdklmkm

22156445152-231362DHL
2%3%1%3%2%2%2%4%1%-%8%1%2%3%

kkabdeghi

jklm

*324623486-96851UPS
*%3%2%3%1%2%2%2%4%-%3%5%4%3%

mmmmmmmm

11128*1277122531TNT Express
1%1%1%2%*%1%1%2%4%2%1%2%2%2%

cijkl

*-128-425*-112329FedEx
*%-%1%2%-%3%1%1%*%-%4%2%1%1%

lmilmleijklmll

-21263256--2*729APC
-%2%1%2%2%1%2%2%-%-%1%*%3%1%

mmmmmcekm

-2-24543*2-24426UK Mail
-%2%-%1%3%3%2%*%1%-%1%3%2%1%

fkmkmfkmfkmfkmcfkmfkm

1-*103-41--2-*11Pitney Bowes
1%-%*%1%2%-%2%*%-%-%1%-%*%1%

ll

1*16---6-----9DX
1%1%1%*%-%-%-%2%-%-%-%-%-%*%

cj

--18-322----18Parcels to go
-%-%1%*%-%2%1%1%-%-%-%-%*%*%

cjlm

-*-7---5----17Collect Plus
-%*%-%*%-%-%-%2%-%-%-%-%*%*%

cjkm

**-4-2--2----4Yodel
*%*%-%*%-%1%-%-%1%-%-%-%-%*%

j
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

--*3---1--2--3Neo Post
-%-%*%*%-%-%-%*%-%-%1%-%-%*%

-**2--**1---*2Tuffnels
-%*%*%*%-%-%*%*%1%-%-%-%*%*%

-*-22--------2One Post
-%*%-%*%1%-%-%-%-%-%-%-%-%*%

j

---22--------2Interparcel
-%-%-%*%1%-%-%-%-%-%-%-%-%*%

j

---2--2------2Amazon
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

j

--*1---1--*--2Local Courier
-%-%*%*%-%-%-%*%-%-%*%-%-%*%

1------------1Fastway Couriers
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

cfjkl

Whistl (Previously known
*-**--**-----1as TNT Post)
1%-%*%*%-%-%*%*%-%-%-%-%-%*%

j

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

-*-----------*Coopers Carriers
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

j

---*-*-------*Secured Mail
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

--*----------*Business Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

j

-*-----------*DHS
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--*----------*First Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

---1--1------1None
-%-%-%*%-%-%1%-%-%-%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

25355564132317*565Other answers
2%6%3%3%3%3%2%4%1%4%6%*%2%3%

begjmbegjm

758089131913411815423612661225971691562NET: RM Only
84%82%87%77%81%72%77%73%78%93%76%85%77%78%

cfhjfhacefghjacefghijlfh

913924317282753163481338275NET: RM and Other
10%13%9%14%10%17%14%16%10%5%16%12%17%14%

dkdkmdkmdkdkm

NET: Provider other than
5541481418183520125413162RM
5%5%4%9%9%11%9%11%12%1%8%3%6%8%

dklbdklmkbdklmabdklmk
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

183165341714207161375651318547144371837Royal Mail
89%92%92%92%95%97%99%87%96%99%82%97%92%

bebebebbebebe

1079206933*3393*9-89DPD
5%4%4%4%4%*%5%7%2%1%5%-%4%

ggadghdg

2711657173*321029174Parcelforce
1%4%4%4%2%2%*%5%5%4%5%3%4%

bfhhh

562155222*238--4-67Hermes
2%3%3%3%3%*%3%7%-%-%3%-%3%

dgdgabcdghd

8547552051232*10-62DHL
4%3%1%4%3%4%3%4%1%*%6%-%3%

bddh

644104015--26119-51UPS
3%2%2%3%2%-%-%4%*%1%5%-%3%

dghdfgh

6257245*-161-8131TNT Express
3%1%1%2%1%*%-%3%*%-%5%3%2%

dghdghg

6233269-28-19-29FedEx
3%1%1%2%1%-%3%1%-%2%5%-%1%

dgddegh

425326312112*9-29APC
2%1%1%2%*%1%3%2%1%*%5%-%1%

hhdegh

3249174--142*6-26UK Mail
1%1%2%1%1%-%-%2%1%*%3%-%1%

ghgh

1103751-4*---11Pitney Bowes
1%1%1%*%1%1%-%1%*%-%-%-%1%

271871-*----9DX
1%*%*%1%1%1%-%*%-%-%-%-%*%

e

36263--1--4-8Parcels to go
1%*%*%*%*%-%-%*%-%-%2%-%*%

adeh

15*72--3--2-7Collect Plus
1%*%*%*%*%-%-%1%-%-%1%-%*%

-4222--2----4Yodel
-%*%*%*%*%-%-%*%-%-%-%-%*%

-3*321-*----3Neo Post
-%*%*%*%*%1%-%*%-%-%-%-%*%

e
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

*212---*1-1-2Tuffnels
*%*%*%*%-%-%-%*%*%-%*%-%*%

hh

-2*22---*---2One Post
-%*%*%*%*%-%-%-%*%-%-%-%*%

2--2---2----2Interparcel
1%-%-%*%-%-%-%*%-%-%-%-%*%

a

-2-2---2----2Amazon
-%*%-%*%-%-%-%*%-%-%-%-%*%

*2-21---1---2Local Courier
*%*%-%*%*%-%-%-%1%-%-%-%*%

-11**-----**1Fastway Couriers
-%*%*%*%*%-%-%-%-%-%*%1%*%

eh

Whistl (Previously known
-11***-*--*-1as TNT Post)
-%*%*%*%*%*%-%*%-%-%*%-%*%

1**1*1**-*--1Postal Sort
*%*%*%*%*%1%*%*%-%*%-%-%*%

h

-**----*----*Coopers Carriers
-%*%*%-%-%-%-%*%-%-%-%-%*%

-***---*----*Secured Mail
-%*%*%*%-%-%-%*%-%-%-%-%*%

-**---*-----*Business Post
-%*%*%-%-%-%1%-%-%-%-%-%*%

h

-*-**-------*DHS
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

-1-1---1----1None
-%*%-%*%-%-%-%*%-%-%-%-%*%

95620452231224211*65Other answers
4%3%4%3%3%2%1%4%2%4%6%1%3%

dgh

157140535912036251264640916942108351562NET: RM Only
76%78%80%78%83%90%82%69%87%90%62%92%78%

bebehbebbebebe
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

262495721791119104164352275NET: RM and Other
13%14%13%14%12%8%17%18%8%9%20%5%14%

adgadghadgh

NET: Provider other than
23140351274041759*321162RM
11%8%8%8%5%3%1%13%4%1%18%3%8%

acdfghacdefgh
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

388271115311517211837Royal Mail
89%93%93%91%92%92%

cc

4274178389DPD
10%2%3%5%4%4%

ab

3493056874Parcelforce
8%3%2%4%4%4%

ab

3143246367Hermes
7%2%3%3%3%3%

ab

1573745862DHL
3%2%3%3%3%3%

191319*5051UPS
4%4%2%*%3%3%

aa

1321613031TNT Express
3%1%1%1%2%2%

ab

13412-2929FedEx
3%1%1%-%2%1%

a

13411*2829APC
3%1%1%*%1%1%

a

6117-2626UK Mail
1%*%1%-%1%1%

434-1111Pitney Bowes
1%1%*%-%1%1%

a

53*-99DX
1%1%*%-%*%*%

aa

216-88Parcels to go
*%*%*%-%*%*%

2*5-77Collect Plus
*%*%*%-%*%*%

2-2-44Yodel
*%-%*%-%*%*%

-3--33Neo Post
-%1%-%-%*%*%

ac

**2-22Tuffnels
*%*%*%-%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

2-*-22One Post
*%-%*%-%*%*%

a

2---22Interparcel
*%-%-%-%*%*%

a

--2-22Amazon
-%-%*%-%*%*%

--2-22Local Courier
-%-%*%-%*%*%

1-*-11Fastway Couriers
*%-%*%-%*%*%

Whistl (Previously known
*-1-11as TNT Post)
*%-%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

*---**Coopers Carriers
*%-%-%-%*%*%

*---**Secured Mail
*%-%-%-%*%*%

*---**Business Post
*%-%-%-%*%*%

*---**DHS
*%-%-%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%

--11-1None
-%-%*%1%-%*%

a

1973356065Other answers
4%3%3%4%3%3%

a

284236101910014621562NET: RM Only
65%81%82%79%78%78%

cc

1043513516259275NET: RM and Other
24%12%11%13%14%14%

ab
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

NET: Provider other than
46198910152162RM
11%7%7%8%8%8%

ab
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

269716852321805*-1242523715681837Royal Mail
88%91%94%83%92%100%-%100%81%90%82%89%93%92%

bcbcjbcj

372824683--**24305389DPD
12%4%3%17%4%-%-%59%10%39%13%11%3%4%

abaiaiai

342514667----24283974Parcelforce
11%3%2%17%3%-%-%-%-%50%13%10%2%4%

abaaiaaiai

163912860--*-2595167Hermes
5%5%1%20%3%-%-%41%-%39%18%3%3%3%

aaabiabi

173212160-----1164462DHL
6%4%1%3%3%-%-%-%-%-%4%6%3%3%

aaai

25197347-----3222651UPS
8%2%1%9%2%-%-%-%-%-%11%8%2%3%

abaaiaaiai

12108228----*2101831TNT Express
4%1%1%6%1%-%-%-%-%1%7%4%1%2%

abaiaiai

15104425----22111429FedEx
5%1%*%10%1%-%-%-%-%41%7%4%1%1%

ababiaiai

13115227-----2111629APC
4%1%1%5%1%-%-%-%-%-%7%4%1%1%

abaiaiai

1484323--*--3111226UK Mail
5%1%*%9%1%-%-%41%-%-%11%4%1%1%

abaiabiai

28*-11------2911Pitney Bowes
1%1%*%-%1%-%-%-%-%-%-%1%1%1%

aa

62-17-----1529DX
2%*%-%3%*%-%-%-%-%-%4%2%*%*%

abaiaiai

242-8------268Parcels to go
1%1%*%-%*%-%-%-%-%-%-%1%*%*%

25-*7-----*257Collect Plus
1%1%-%1%*%-%-%-%-%-%1%1%*%*%

aa

22*22-----2*24Yodel
1%*%*%5%*%-%-%-%-%-%6%*%*%*%

aabiabi

3---3------3-3Neo Post
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

abai
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

2***2--*---1*2Tuffnels
1%*%*%1%*%-%-%41%-%-%-%1%*%*%

baai

2*--2------2*2One Post
1%*%-%-%*%-%-%-%-%-%-%1%*%*%

abai

2---2------2-2Interparcel
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

abai

--2-2-------22Amazon
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

-2--2-------22Local Courier
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*1--1------*11Fastway Couriers
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

Whistl (Previously known
1*-*1*-----**1as TNT Post)
*%*%-%*%*%100%-%-%-%-%-%*%*%*%

1-**1----**1*1Postal Sort
*%-%*%1%*%-%-%-%-%2%*%*%*%*%

aa

*---*------*-*Coopers Carriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*--*---**----*Secured Mail
*%-%-%1%-%-%-%41%9%-%-%-%-%*%

abi

--*-*-------**Business Post
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

--*-*-------**DHS
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Eagle Couriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*First Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

--1-1-------11None
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

232912560----*4184265Other answers
8%4%1%12%3%-%-%-%-%4%15%7%2%3%

abaaiabiai

162597803121550---2*1015014001562NET: RM Only
53%76%89%32%79%-%-%-%81%6%33%56%83%78%

cbcbcjcjbcij
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

1071204820255*-1-41587168275NET: RM and Other
35%15%5%51%13%100%-%100%-%84%49%33%10%14%

abaabiaabiai

NET: Provider other than
3774526156---1*530126162RM
12%9%6%17%8%-%-%-%19%10%18%11%7%8%

aaaiaiai
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*4317235210731093412532117267210491837Royal Mail
100%100%100%99%85%96%96%92%95%87%96%96%96%92%

ccddfdfdfdf

-*-*2*4558245348314089DPD
-%3%-%1%7%1%4%5%6%9%4%4%4%4%

babcef

-----24357174846363974Parcelforce
-%-%-%-%-%4%4%5%4%8%4%5%4%4%

abcef

--*4-32550184933292667Hermes
-%-%10%24%-%6%2%4%4%8%3%4%2%3%

abcaacaabcefac

---*-2293593932212662DHL
-%-%-%*%-%5%3%3%2%6%3%3%2%3%

abcef

---4-22135124026192551UPS
-%-%-%23%-%3%2%3%3%7%2%3%2%3%

abcabcef

---2-1162172019141631TNT Express
-%-%-%12%-%2%1%2%2%3%2%2%1%2%

abcacf

---2-*1721112019111729FedEx
-%-%-%11%-%*%1%2%2%3%2%2%2%1%

abcabcf

-----*1323121713111229APC
-%-%-%-%-%*%1%2%3%3%1%2%1%1%

cacac

--1*--12188201381126UK Mail
-%-%38%1%-%-%1%1%2%3%1%1%1%1%

abcf

----2*7105297711Pitney Bowes
-%-%-%-%7%*%1%1%1%*%1%1%1%1%

ab

--**--77267779DX
-%-%2%1%-%-%1%1%1%1%1%1%1%*%

----1-52-55458Parcels to go
-%-%-%-%2%-%*%*%-%1%*%1%*%*%

ef

------44254447Collect Plus
-%-%-%-%-%-%*%*%*%1%*%1%*%*%

------22*422*4Yodel
-%-%-%-%-%-%*%*%*%1%*%*%*%*%

a

----*-133*1*13Neo Post
-%-%-%-%*%-%*%*%1%*%*%*%*%*%

abcd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

-----*11*21*12Tuffnels
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

------22-22222One Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

-------2-----2Interparcel
-%-%-%-%-%-%-%*%-%-%-%-%-%*%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

------22*22*22Local Courier
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

----*-11**1*11Fastway Couriers
-%-%-%-%2%-%*%*%*%*%*%*%*%*%

a

Whistl (Previously known
*-*---11**1111as TNT Post)

100%-%10%-%-%-%*%*%*%*%*%*%*%*%

-*-1-**11*1*11Postal Sort
-%3%-%4%-%*%*%*%*%*%*%*%*%*%

a

------********Coopers Carriers
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

---*---*-*****Secured Mail
-%-%-%3%-%-%-%*%-%*%*%*%*%*%

a

------***-**-*Business Post
-%-%-%-%-%-%*%*%*%-%*%*%-%*%

--------*----*DHS
-%-%-%-%-%-%-%-%*%-%-%-%-%*%

----*--*--*-**Eagle Couriers
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-2-14*3839184144324065Other answers
-%48%-%3%13%1%3%3%4%7%4%5%4%3%

abacef

-21921449019003323489805328791562NET: RM Only
-%50%50%55%75%82%81%76%76%57%80%76%81%78%

ddddbdefdbdef
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*2173717219480184192140169275NET: RM and Other
100%50%50%43%10%13%15%16%18%30%16%20%16%14%

abcabcefacf

NET: Provider other than
---*4241962277473140162RM
-%-%-%1%15%4%4%8%5%13%4%4%4%8%

ababceabcef
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

111732732814321-**5795101837Royal Mail
100%99%96%94%96%100%-%100%100%100%100%92%87%92%

abc

-10161011*-*-4354289DPD
-%6%6%3%3%44%-%56%-%69%43%49%7%4%

aa

*4151214----2334074Parcelforce
3%3%5%4%3%-%-%-%-%31%41%33%7%4%

-107313*-*-32-4367Hermes
-%6%2%1%3%44%-%56%-%65%27%-%7%3%

abcb

-461012-----1*3862DHL
-%2%2%3%3%-%-%-%-%-%17%1%7%3%

-39311-----*33751UPS
-%2%3%1%2%-%-%-%-%-%3%27%6%3%

b

-*549------*2031TNT Express
-%*%2%1%2%-%-%-%-%-%-%1%3%2%

dd

-4565----2**1829FedEx
-%2%2%2%1%-%-%-%-%35%2%1%3%1%

-*561-----**1729APC
-%*%2%2%*%-%-%-%-%-%3%*%3%1%

adad

*4135*-*-2--1826UK Mail
2%2%*%1%1%44%-%56%-%34%-%-%3%1%

c

-*5*3-------211Pitney Bowes
-%*%2%*%1%-%-%-%-%-%-%-%*%1%

bd

*52--------159DX
4%3%1%-%-%-%-%-%-%-%-%11%1%*%

abc

--222-------58Parcels to go
-%-%1%1%*%-%-%-%-%-%-%-%1%*%

--22--------57Collect Plus
-%-%1%1%-%-%-%-%-%-%-%-%1%*%

-*2-------2-24Yodel
-%*%1%-%-%-%-%-%-%-%27%-%*%*%

-1--*-------*3Neo Post
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

-*-1*------*12Tuffnels
-%*%-%*%*%-%-%-%-%-%-%2%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

--2*--------22One Post
-%-%1%*%-%-%-%-%-%-%-%-%*%*%

-------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

---1*-------22Local Courier
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

----1-------*1Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
-1*--*-*----*1as TNT Post)
-%*%*%-%-%24%-%30%-%-%-%-%*%*%

-1*-*-------*1Postal Sort
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

-*----------**Coopers Carriers
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

-*---*-*-----*Secured Mail
-%*%-%-%-%44%-%56%-%-%-%-%-%*%

---*---------*Business Post
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

-------------*DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-713817----*-*4065Other answers
-%4%5%3%4%-%-%-%-%1%-%2%7%3%

10135215246373*-**-233431562NET: RM Only
91%77%76%83%83%32%-%13%100%-%26%33%58%78%

ccd

138593559*-*-556167275NET: RM and Other
9%22%21%12%13%68%-%87%-%100%74%60%29%14%

abab

NET: Provider other than
-2101718------176162RM
-%1%4%6%4%-%-%-%-%-%-%8%13%8%

ddd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

61165931744162233443731451191911837Royal Mail
11%100%36%100%95%97%84%60%86%85%85%92%92%

bbaabc

24649416147217208689DPD
3%4%19%2%3%5%11%43%20%12%6%3%4%

acabca

83837364242*131413774Parcelforce
15%3%15%2%3%7%10%8%15%8%9%4%4%

aacaaa

429432451432915101267Hermes
7%2%17%1%3%6%10%43%10%9%7%6%3%

aac

626412013225-71310962DHL
10%2%16%1%8%7%6%-%8%8%7%4%3%

aa

22524278*32252011251UPS
3%2%9%2%5%1%8%40%5%12%8%1%3%

aaada

51413186*14*1112631TNT Express
9%1%5%1%3%1%3%1%2%6%1%3%2%

aabd

*1917122*18*662529FedEx
*%2%7%1%1%1%4%4%7%4%2%3%1%

acab

11117111*16-563229APC
3%1%7%1%1%1%4%-%6%4%2%1%1%

aca

112207*-20*678*26UK Mail
3%1%8%*%*%-%5%5%7%4%5%*%1%

acaaa

8192**2--2**11Pitney Bowes
14%*%4%*%*%*%1%-%-%1%*%*%1%

aa

*7173-3-*3129DX
*%1%1%*%2%-%1%-%*%2%1%1%*%

2353-13---238Parcels to go
3%*%2%*%-%4%1%-%-%-%1%1%*%

aaac

-434--5-*3-27Collect Plus
-%*%1%*%-%-%1%-%*%2%-%1%*%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 22  (continuation)                                                                                                                                                    Page 482

QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

-222--4-22--4Yodel
-%*%1%*%-%-%1%-%2%1%-%-%*%

aab

1*3*-*---*--3Neo Post
2%*%1%*%-%*%-%-%-%*%-%-%*%

aa

1*2*--2-*1**2Tuffnels
2%*%1%*%-%-%*%-%1%1%*%*%*%

aa

-22*--2--2*-2One Post
-%*%1%*%-%-%*%-%-%1%*%-%*%

a

---2--------2Interparcel
-%-%-%*%-%-%-%-%-%-%-%-%*%

---2--------2Amazon
-%-%-%*%-%-%-%-%-%-%-%-%*%

112*--2*---12Local Courier
2%*%1%*%-%-%*%10%-%-%-%1%*%

aa

*11*--*----*1Fastway Couriers
1%*%*%*%-%-%*%-%-%-%-%*%*%

aa

Whistl (Previously known
1-1--**-**--1as TNT Post)
2%-%*%-%-%1%*%-%*%*%-%-%*%

aa

1*1*--*--*-*1Postal Sort
2%*%*%*%-%-%*%-%-%*%-%*%*%

aa

-**---*---*-*Coopers Carriers
-%*%*%-%-%-%*%-%-%-%*%-%*%

a

****--**----*Secured Mail
*%*%*%*%-%-%*%5%-%-%-%-%*%

-*-*--------*Business Post
-%*%-%*%-%-%-%-%-%-%-%-%*%

---*--------*DHS
-%-%-%*%-%-%-%-%-%-%-%-%*%

*-*---------*Eagle Couriers
*%-%*%-%-%-%-%-%-%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

*-*---------*First Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---*----**Global Mailing
*%-%*%-%-%-%*%-%-%-%-%*%*%

------------1None
-%-%-%-%-%-%-%-%-%-%-%-%*%

152942237*33*614101065Other answers
28%3%17%1%4%*%8%1%7%8%7%5%3%

aac

-979-15621271720123976791501562NET: RM Only
-%84%-%90%74%71%49%34%46%45%56%72%78%

bbaacbcd

618693182346144134684041275NET: RM and Other
11%16%36%10%20%26%35%26%39%40%29%20%14%

acaaba

NET: Provider other than
47-162-9167212252017162RM
89%-%64%-%5%3%16%40%14%15%15%8%8%

aabcaa
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-11497732513040216177123621837Royal Mail
-%93%97%96%63%100%84%100%90%100%92%

cbbb

-338144112443371389DPD
-%3%4%4%20%3%21%24%27%21%4%

a

-1031233414238191674Parcelforce
-%8%3%7%16%3%10%21%14%26%4%

bbab

-523740933028967Hermes
-%4%2%2%19%2%14%17%21%14%3%

a

-12241536452328562DHL
-%10%2%5%17%1%25%13%21%8%3%

abbaa

-72212346*24281051UPS
-%6%2%4%16%2%2%14%20%16%3%

ba

-612614621312631TNT Express
-%5%1%2%7%1%9%7%9%10%2%

aba

-8175191*1819129FedEx
-%6%2%2%9%*%1%10%14%2%1%

abaa

-212515221011429APC
-%2%1%1%7%1%10%5%8%6%1%

a

--10219211113326UK Mail
-%-%1%1%9%*%6%6%9%5%1%

a

-2722-2**-11Pitney Bowes
-%1%1%1%1%-%10%*%*%-%1%

aa

-1723316519DX
-%1%1%1%2%1%3%4%4%2%*%

--332313128Parcels to go
-%-%*%1%1%1%3%2%1%4%*%

--2232-4127Collect Plus
-%-%*%1%2%*%-%2%1%3%*%

--*-22-2224Yodel
-%-%*%-%1%1%-%1%1%3%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-*1*-***-*3Neo Post
-%*%*%*%-%*%1%*%-%*%*%

--1-2*-***2Tuffnels
-%-%*%-%1%*%-%*%*%1%*%

--2*2*-22*2One Post
-%-%*%*%1%*%-%1%1%*%*%

a

----------2Interparcel
-%-%-%-%-%-%-%-%-%-%*%

----------2Amazon
-%-%-%-%-%-%-%-%-%-%*%

-*2*2--1*-2Local Courier
-%*%*%*%1%-%-%*%*%-%*%

a

-111*--1*-1Fastway Couriers
-%1%*%*%*%-%-%1%*%-%*%

b

Whistl (Previously known
-*1*******1as TNT Post)
-%*%*%*%*%*%1%*%*%*%*%

-*1**-1-*-1Postal Sort
-%*%*%*%*%-%4%-%*%-%*%

a

--*-*--**-*Coopers Carriers
-%-%*%-%*%-%-%*%*%-%*%

--*--*-*-**Secured Mail
-%-%*%-%-%*%-%*%-%*%*%

-------*--*Business Post
-%-%-%-%-%-%-%*%-%-%*%

----------*DHS
-%-%-%-%-%-%-%-%-%-%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%

----------1None
-%-%-%-%-%-%-%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

2834163011331191165Other answers
100%7%3%5%14%3%16%18%14%18%3%

ba

-81827261-348----1562NET: RM Only
-%66%82%77%-%87%-%-%-%-%78%

accb

-3315065130541617712362275NET: RM and Other
-%27%15%19%63%13%84%100%90%100%14%

abbabb

NET: Provider other than
28321477-3-14-162RM

100%7%3%4%37%-%16%-%10%-%8%

baaa
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

569290744866810444103336334-795752651837Royal Mail
100%100%100%100%100%100%100%85%90%85%-%88%96%96%92%

acc

130333029402142840-1231289DPD
13%4%4%7%4%4%41%12%8%10%-%1%4%4%4%

ab

*2126232831171743-6301774Parcelforce
6%3%3%5%4%3%13%6%5%11%-%6%5%6%4%

ab

-2018182625-32731-2221267Hermes
-%3%2%4%4%2%-%2%7%8%-%2%4%4%3%

aacc

*1525141821-251832-9191462DHL
2%2%3%3%3%2%-%21%5%8%-%10%3%5%3%

abbab

*1522261922-162336-7171251UPS
2%2%2%6%3%2%-%13%6%9%-%7%3%4%3%

abbb

-813131113-51216-810631TNT Express
-%1%1%3%2%1%-%4%3%4%-%9%2%2%2%

aab

*1216111016-111215-710329FedEx
2%2%2%3%2%2%-%9%3%4%-%7%2%1%1%

abab

-7881011-5816-111629APC
-%1%1%2%1%1%-%4%2%4%-%2%2%2%1%

-1065710*1715--5326UK Mail
-%1%1%1%1%1%6%1%2%4%-%-%1%1%1%

c

-1*-*1-2*2-15311Pitney Bowes
-%*%*%-%*%*%-%1%*%1%-%1%1%1%1%

b

-57457-235-1739DX
-%1%1%1%1%1%-%1%1%1%-%1%1%1%*%

-23323--42--4-8Parcels to go
-%*%*%1%*%*%-%-%1%*%-%-%1%-%*%

-24344--15--227Collect Plus
-%*%*%1%1%*%-%-%*%1%-%-%*%1%*%

---22*-**4--*24Yodel
-%-%-%*%*%*%-%*%*%1%-%-%*%1%*%

abb

--****--**-***3Neo Post
-%-%*%*%*%*%-%-%*%*%-%*%*%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-*****--11--**2Tuffnels
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

-2**22---2--2*2One Post
-%*%*%*%*%*%-%-%-%*%-%-%*%*%*%

--------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--1-*1---2--*-2Local Courier
-%-%*%-%*%*%-%-%-%*%-%-%*%-%*%

-1*--1--*--***1Fastway Couriers
-%*%*%-%-%*%-%-%*%-%-%1%*%*%*%

Whistl (Previously known
-1**11-***-*1*1as TNT Post)
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-11**1-***-**-1Postal Sort
-%*%*%*%*%*%-%*%*%*%-%*%*%-%*%

-*--**--*---*-*Coopers Carriers
-%*%-%-%*%*%-%-%*%-%-%-%*%-%*%

-*-***--**--*-*Secured Mail
-%*%-%*%*%*%-%-%*%*%-%-%*%-%*%

-**-*------****Business Post
-%*%*%-%*%-%-%-%-%-%-%*%*%*%*%

--------------*DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

--------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

*21231626312112628-7291165Other answers
5%3%3%4%4%3%39%9%7%7%-%8%5%4%3%

4572765332532877*57236200-574581991562NET: RM Only
78%83%84%74%80%84%3%47%64%51%-%63%76%72%78%

cbcaccc

112114211513616844699134-2311765275NET: RM and Other
22%17%16%26%20%16%97%38%27%34%-%25%19%24%14%

ababb
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

NET: Provider other than
-------183560-112712162RM
-%-%-%-%-%-%-%15%10%15%-%12%4%4%8%

bab
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

1119163768886050692431912731837Royal Mail
100%100%100%100%100%100%97%92%89%93%94%92%

ccc

33*231365914162089DPD
25%17%1%5%5%4%9%12%5%8%7%4%

c

272322274434132174Parcelforce
14%38%13%8%3%3%7%6%12%6%7%4%

abd

262521172-19161567Hermes
16%32%12%13%3%2%4%-%7%8%5%3%

dddd

122111237131881462DHL
8%10%12%3%2%3%13%18%7%4%5%3%

abcabc

12*-17248920142151UPS
13%11%1%-%2%3%16%12%7%7%7%3%

abc

-4-*714229111231TNT Express
-%20%-%1%1%2%5%3%3%5%4%2%

--4-111747811929FedEx
-%-%22%-%2%2%8%9%3%5%3%1%

cac

-2--88*252629APC
-%9%-%-%1%1%1%3%2%1%2%1%

-1-285**64226UK Mail
-%8%-%5%1%1%1%*%2%2%1%1%

a

----**--***11Pitney Bowes
-%-%-%-%*%*%-%-%*%*%*%1%

---*48211349DX
-%-%-%1%1%1%3%1%*%2%1%*%

c

----23--3228Parcels to go
-%-%-%-%*%*%-%-%1%1%1%*%

-2---3--2237Collect Plus
-%9%-%-%-%*%-%-%1%1%1%*%

2----*-*4*-4Yodel
16%-%-%-%-%*%-%*%1%*%-%*%

a

-----*--*-*3Neo Post
-%-%-%-%-%*%-%-%*%-%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

---***--11-2Tuffnels
-%-%-%*%*%*%-%-%*%1%-%*%

----2---*--2One Post
-%-%-%-%*%-%-%-%*%-%-%*%

-----------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%*%

-----------2Amazon
-%-%-%-%-%-%-%-%-%-%-%*%

-----1----12Local Courier
-%-%-%-%-%*%-%-%-%-%*%*%

----1*-----1Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

Whistl (Previously known
---*1*--**-1as TNT Post)
-%-%-%*%*%*%-%-%*%*%-%*%

----11--*--1Postal Sort
-%-%-%-%*%*%-%-%*%-%-%*%

----*------*Coopers Carriers
-%-%-%-%*%-%-%-%-%-%-%*%

----*---*--*Secured Mail
-%-%-%-%*%-%-%-%*%-%-%*%

--*-**-----*Business Post
-%-%2%-%*%*%-%-%-%-%-%*%

-----------*DHS
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

-----------1None
-%-%-%-%-%-%-%-%-%-%-%*%

22*418213618101465Other answers
19%13%2%10%3%2%5%8%7%5%5%3%

63102557372030381601251951562NET: RM Only
48%16%61%67%83%84%58%51%58%61%67%78%

cd

6166121151402031836678275NET: RM and Other
52%84%39%33%17%16%39%41%30%32%27%14%

aac
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

NET: Provider other than
------16301418162RM
-%-%-%-%-%-%3%8%11%7%6%8%

abe
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

158025753156633551623950176212891613121415881837Royal Mail
100%100%100%100%62%90%92%90%92%91%92%93%92%92%

a

4716157*267765887575607189DPD
3%6%2%4%3%7%4%6%5%5%4%5%4%4%

bbb

2925441-226058696662536174Parcelforce
2%10%7%3%-%5%3%5%4%5%4%4%4%4%

babb

1721430-226043655762486067Hermes
1%8%8%2%-%6%3%4%3%4%4%4%3%3%

bab

278-25-325242614657465762DHL
2%3%-%2%-%8%3%4%3%3%3%3%3%3%

ab

2219430-214937504648414751UPS
1%7%8%2%-%5%3%4%3%3%3%3%3%3%

bab

194119-152621302626242631TNT Express
1%2%1%1%-%4%1%2%2%2%1%2%1%2%

ab

187-22-142521272124212429FedEx
1%3%-%1%-%4%1%2%1%1%1%2%1%1%

bab

134-17252620272225212429APC
1%2%-%1%36%1%1%2%1%2%1%2%1%1%

132-14*12413242326192626UK Mail
1%1%-%1%3%*%1%1%1%2%1%1%2%1%

c

2--2-21061171181111Pitney Bowes
*%-%-%*%-%*%1%1%1%*%1%1%1%1%

71-8-286968889DX
*%*%-%1%-%1%*%1%*%*%*%1%*%*%

22-3-165866568Parcels to go
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

5--5--56765557Collect Plus
*%-%-%*%-%-%*%1%*%*%*%*%*%*%

-2-2-242424444Yodel
-%1%-%*%-%*%*%*%*%*%*%*%*%*%

b

*--*-*32313133Neo Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

1--1-221222222Tuffnels
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

2--2--*-222222One Post
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

-2-2--22222222Interparcel
-%1%-%*%-%-%*%*%*%*%*%*%*%*%

b

2--2--22222-22Amazon
*%-%-%*%-%-%*%*%*%*%*%-%*%*%

**-1-*22222222Local Courier
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-11*111111Fastway Couriers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

Whistl (Previously known
**-1-*1*111111as TNT Post)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

1*-1-***111111Postal Sort
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Coopers Carriers
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*--********Secured Mail
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-******-**Business Post
*%-%-%*%-%*%*%*%*%*%*%-%*%*%

*--*--********DHS
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

------1-1-1-11None
-%-%-%-%-%-%*%-%*%-%*%-%*%*%

3292342226240645662496265Other answers
2%3%4%2%38%6%4%4%3%4%4%4%4%3%

b

138118143133612691381764149510591364100313451562NET: RM Only
87%70%81%85%22%68%78%72%78%75%78%76%78%78%

aacddd

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 22  (continuation)                                                                                                                                                    Page 495

QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

1997610230286242186267230249211242275NET: RM and Other
13%30%19%15%39%22%14%18%14%16%14%16%14%14%

babbe

NET: Provider other than
----23814110915612213897135162RM
-%-%-%-%38%10%8%10%8%9%8%7%8%8%

b
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

836100015607618729313601692215472401837Royal Mail
92%92%96%77%72%92%92%87%63%62%53%64%92%

aba

533638153565825682117589DPD
6%3%2%15%14%2%4%13%19%24%5%20%4%

acccbc

35393373475016522216674Parcelforce
4%4%2%7%13%2%3%8%15%25%5%18%4%

ccbcb

323520839647145017*5667Hermes
4%3%1%8%15%2%3%7%14%20%2%15%3%

ccbc

32302843015407547*5262DHL
3%3%2%4%11%5%3%4%15%8%2%14%3%

bc

193221624103011371424151UPS
2%3%1%6%9%3%2%6%10%16%13%11%3%

ccb

1515142135215181232531TNT Express
2%1%1%2%5%1%1%3%5%14%20%7%2%

cb

1415132142197218-2229FedEx
2%1%1%2%5%1%1%4%6%9%-%6%1%

cbc

1414124122216199*2529APC
2%1%1%4%5%1%1%3%6%11%2%7%1%

ccbc

1016132114184215*2626UK Mail
1%1%1%2%4%1%1%2%6%6%1%7%1%

c

29811110-11--1111Pitney Bowes
*%1%1%1%*%*%1%-%3%-%-%3%1%

b

27611*629--99DX
*%1%*%1%*%*%*%1%2%-%-%2%*%

26431-8-53-68Parcels to go
*%1%*%3%*%-%1%-%2%3%-%2%*%

ac

34-25-7-7--77Collect Plus
*%*%-%2%2%-%*%-%2%-%-%2%*%

cc

22*-4-2222-44Yodel
*%*%*%-%2%-%*%1%1%2%-%1%*%

cbc
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

*3*12*3-12-*3Neo Post
*%*%*%1%1%*%*%-%*%2%-%*%*%

cc

121-1-2*2*-22Tuffnels
*%*%*%-%*%-%*%*%1%*%-%*%*%

2**-2-*2-2-22One Post
*%*%*%-%1%-%*%1%-%2%-%*%*%

cbb

2---2--22--22Interparcel
*%-%-%-%1%-%-%1%1%-%-%*%*%

cbc

-22---2--22-2Amazon
-%*%*%-%-%-%*%-%-%2%14%-%*%

b

11-1111-1*-22Local Courier
*%*%-%1%*%*%*%-%*%1%-%*%*%

cc

*1*-*1*-1*-*1Fastway Couriers
*%*%*%-%*%*%*%-%*%1%-%*%*%

Whistl (Previously known
*11***1*1--11as TNT Post)
*%*%*%*%*%*%*%*%*%-%-%*%*%

*1*1*-1*1*-11Postal Sort
*%*%*%1%*%-%*%*%*%*%-%*%*%

c

-**---*-*--**Coopers Carriers
-%*%*%-%-%-%*%-%*%-%-%*%*%

*-*-*-****-**Secured Mail
*%-%*%-%*%-%*%*%*%*%-%*%*%

*---*--**--**Business Post
*%-%-%-%*%-%-%*%*%-%-%*%*%

-*--*-*-*--**DHS
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

1-------1---1None
*%-%-%-%-%-%-%-%*%-%-%-%*%

25403362613401258675465Other answers
3%4%2%6%10%4%3%6%17%7%58%14%3%

ccba
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

708854141650812571170120----1562NET: RM Only
78%78%87%51%31%80%79%62%-%-%-%-%78%

abaaa

128147143261053619148221547240275NET: RM and Other
14%13%9%26%41%11%13%25%63%62%53%64%14%

cbcbc

NET: Provider other than
70926422722711124130336136162RM

8%8%4%23%28%8%8%13%37%38%47%36%8%

ccb
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

701510342468019482865121431837Royal Mail
97%98%92%90%93%98%92%98%83%94%68%94%92%

abdbdbbdbd

1-33121213-489DPD
2%-%3%7%2%3%5%4%3%5%-%3%4%

d

3131142466*574Parcelforce
3%7%2%3%2%5%11%7%18%8%*%3%4%

ddabcab

113113-234-467Hermes
1%7%3%2%2%4%-%4%9%6%-%3%3%

ab

2*311111432562DHL
3%*%3%3%2%2%5%3%10%5%14%3%3%

aac

2-41121526-251UPS
3%-%4%2%2%3%5%10%6%9%-%1%3%

cdaab

1-4*11*1112331TNT Express
2%-%4%*%2%1%*%2%4%2%12%2%2%

aac

1-2**1*112-129FedEx
2%-%2%*%*%1%*%2%4%3%-%1%1%

aa

2*1-11*212-229APC
3%1%1%-%3%2%2%3%3%2%-%1%1%

--2*111111-126UK Mail
-%-%1%1%3%1%7%2%4%2%-%1%1%

ca

--12**-***2211Pitney Bowes
-%-%1%5%*%*%-%*%*%*%13%2%1%

bdacd

---*-*----**9DX
-%-%-%*%-%*%-%-%-%-%*%*%*%

---1-------18Parcels to go
-%-%-%2%-%-%-%-%-%-%-%1%*%

b

1--------1--7Collect Plus
1%-%-%-%-%-%-%-%-%2%-%-%*%

a

------------4Yodel
-%-%-%-%-%-%-%-%-%-%-%-%*%

--1*1*-*-*-13Neo Post
-%-%1%*%2%*%-%*%-%*%-%1%*%

c
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

--1-1-1-11-12Tuffnels
-%-%1%-%2%-%5%-%3%1%-%1%*%

cac

------------2One Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%*%

---*--------2Local Courier
-%-%-%*%-%-%-%-%-%-%-%-%*%

------------1Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
------------1as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%*%

*--*----**--1Postal Sort
*%-%-%*%-%-%-%-%*%*%-%-%*%

------------*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%

-*---*-----**Business Post
-%2%-%-%-%*%-%-%-%-%-%*%*%

b

------------*DHS
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*First Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%*%*%*%

------------1None
-%-%-%-%-%-%-%-%-%-%-%-%*%

2122*3*2123465Other answers
3%4%1%5%1%4%2%3%3%2%20%3%3%

bacd

6013873640661335164781221562NET: RM Only
83%87%78%77%79%81%64%71%48%68%48%80%78%

babbdbcd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

1021667146131218321275NET: RM and Other
14%11%14%13%13%17%28%27%34%26%20%14%14%

dcdaa

NET: Provider other than
2*9542216459162RM
3%2%8%10%7%2%8%2%17%6%32%6%8%

dacacacacd
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

119163168191133135107116244511362731837Royal Mail
91%89%90%92%94%90%92%95%93%90%88%95%92%

bbjk

8101011431239841089DPD
6%5%5%5%3%2%10%2%3%13%2%3%4%

gabdeghabdegh

41041375348241074Parcelforce
3%5%2%6%5%3%2%3%3%4%3%3%4%

d

21581045426*5567Hermes
2%8%4%5%3%3%4%2%2%1%3%2%3%

adel

2271096431025162DHL
2%1%3%5%7%4%4%3%4%4%3%*%3%

aaaklaaaaaa

4-468633823451UPS
3%-%2%3%5%4%3%2%3%4%2%1%3%

kkakkkkk

2235231-6*4231TNT Express
2%1%2%2%2%2%1%-%2%1%3%1%2%

ee

-42462*25--429FedEx
-%2%1%2%4%1%*%2%2%-%-%1%1%

bfl

252245--322229APC
2%3%1%1%3%3%-%-%1%3%1%1%1%

efefadefef

22641-212-4426UK Mail
2%1%3%2%1%-%1%1%1%-%2%1%1%

dgg

--2*22-13-**11Pitney Bowes
-%-%1%*%1%1%-%1%1%-%*%*%1%

-1--2*1**-329DX
-%*%-%-%1%*%1%*%*%-%2%1%*%

dddd

-21--2-11-2-8Parcels to go
-%1%*%-%-%1%-%1%*%-%1%-%*%

a

2--2--*-1--27Collect Plus
2%-%-%1%-%-%*%-%*%-%-%1%*%

--2---**--2-4Yodel
-%-%1%-%-%-%*%*%-%-%1%-%*%

dad

-----*--1--23Neo Post
-%-%-%-%-%*%-%-%*%-%-%1%*%

--*-***-1---2Tuffnels
-%-%*%-%*%*%*%-%*%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

-----*-----22One Post
-%-%-%-%-%*%-%-%-%-%-%1%*%

-2----------2Interparcel
-%1%-%-%-%-%-%-%-%-%-%-%*%

d

--2---------2Amazon
-%-%1%-%-%-%-%-%-%-%-%-%*%

d

-------1*--*2Local Courier
-%-%-%-%-%-%-%1%*%-%-%*%*%

d

-----1-----*1Fastway Couriers
-%-%-%-%-%1%-%-%-%-%-%*%*%

Whistl (Previously known
-----**----11as TNT Post)
-%-%-%-%-%*%*%-%-%-%-%*%*%

-1------*-**1Postal Sort
-%*%-%-%-%-%-%-%*%-%*%*%*%

----------*-*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%*%-%*%

----*------**Secured Mail
-%-%-%-%*%-%-%-%-%-%-%*%*%

--------*---*Business Post
-%-%-%-%-%-%-%-%*%-%-%-%*%

-------*----*DHS
-%-%-%-%-%-%-%*%-%-%-%-%*%

-----*------*Eagle Couriers
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----*------*First Post
-%-%-%-%-%*%-%-%-%-%-%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

------1-----1None
-%-%-%-%-%-%1%-%-%-%-%-%*%

d

85657852745565Other answers
6%3%3%3%5%5%4%1%2%6%3%2%3%

adea

9813414415710411591106208381252431562NET: RM Only
75%73%77%75%74%76%79%86%79%66%81%84%78%

cdghijklccghijkl

213023342921161036131130275NET: RM and Other
16%16%12%16%21%14%14%8%14%23%7%11%14%

bebebeabdejbabe
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

NET: Provider other than
11201917815871761816162RM

9%11%10%8%6%10%7%5%7%10%12%5%8%

aaae
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

4494604674601837Royal Mail
90%92%93%92%92%

d

2817242189DPD
6%3%5%4%4%

1925141674Parcelforce
4%5%3%3%4%

b

2420121167Hermes
5%4%2%2%3%

ab

112518862DHL
2%5%4%2%3%

ada

82014951UPS
2%4%3%2%3%

ad

7107731TNT Express
1%2%1%1%2%

7117429FedEx
1%2%1%1%1%

9113529APC
2%2%1%1%1%

bb

1054726UK Mail
2%1%1%1%1%

245*11Pitney Bowes
*%1%1%*%1%

12159DX
*%*%*%1%*%

22228Parcels to go
*%*%*%*%*%

22127Collect Plus
*%*%*%*%*%

2-124Yodel
*%-%*%*%*%

-*123Neo Post
-%*%*%*%*%

**1-2Tuffnels
*%*%*%-%*%

-*-22One Post
-%*%-%*%*%

2---2Interparcel
*%-%-%-%*%
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

2---2Amazon
*%-%-%-%*%

--1*2Local Courier
-%-%*%*%*%

-1-*1Fastway Couriers
-%*%-%*%*%

Whistl (Previously known
-**11as TNT Post)
-%*%*%*%*%

1-**1Postal Sort
*%-%*%*%*%

---**Coopers Carriers
-%-%-%*%*%

-*-**Secured Mail
-%*%-%*%*%

--*-*Business Post
-%-%*%-%*%

--*-*DHS
-%-%*%-%*%

-*--*Eagle Couriers
-%*%-%-%*%

-*--*First Post
-%*%-%-%*%

--*-*Global Mailing
-%-%*%-%*%

--1-1None
-%-%*%-%*%

1820131465Other answers
4%4%3%3%3%

3763764054051562NET: RM Only
75%75%81%81%78%

cdcd

74846255275NET: RM and Other
15%17%12%11%14%

ab

NET: Provider other than
51403240162RM
10%8%6%8%8%

b
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QV4. And who does your organisation use for its postal service? Please think about all mail items including letters, large letters, packets and parcels.
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

---------11None
-%-%-%-%-%-%-%-%-%*%*%

3542933726026691542163617021 mention
73%85%80%81%87%82%86%82%82%85%85%

eebce

8711596991261962062 mentions
16%13%9%13%10%12%9%13%12%10%10%

a

311319153*1264673 mentions
7%1%11%4%2%4%1%3%4%3%3%

aabd

2*-641**118194 mentions
4%*%-%1%1%1%2%1%1%1%1%

abc

**-221***445 mentions
*%*%-%*%*%1%2%1%1%*%*%

aa

---*-*-*-**6 mentions
-%-%-%*%-%*%-%1%-%*%*%

a
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

---1--1------1None
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

7984931447148132170269142622479917817021 mention
89%86%90%85%90%80%85%83%88%95%83%87%81%85%

ahacfhjahacfghj

8108180162020371333310272062 mentions
9%10%8%11%10%12%10%12%8%5%11%9%12%10%

12262197124-14312673 mentions
2%2%2%4%1%6%3%4%2%-%5%3%5%3%

iiklmiimiklm

12-17*2243-4-2194 mentions
1%2%-%1%*%1%1%1%2%-%1%-%1%1%

kkkkk

*-*4-*-2---2-45 mentions
*%-%*%*%-%*%-%1%-%-%-%2%-%*%

cjkl

-*-*--------**6 mentions
-%*%-%*%-%-%-%-%-%-%-%-%*%*%

j
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

-1-1---1----1None
-%*%-%*%-%-%-%*%-%-%-%-%*%

1761526388131466112947472178421363717021 mention
85%85%86%85%87%92%83%80%92%91%77%95%85%

bebebefbbef

181884616064119711433022062 mentions
9%10%10%10%9%7%16%12%7%7%17%5%10%

adghdhacdgh

10581354211136215-673 mentions
5%3%3%4%3%1%1%6%1%3%3%-%3%

bdgh

21741610--8--1-194 mentions
1%1%1%1%1%-%-%1%-%-%1%-%1%

-4*4*--*--4-45 mentions
-%*%*%*%*%-%-%*%-%-%2%-%*%

deh

***----*--*-*6 mentions
*%*%*%-%-%-%-%*%-%-%*%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

--11-1None
-%-%*%1%-%*%

a

3162551099109159317021 mention
73%88%88%86%85%85%

cc

7221111161892062 mentions
17%7%9%13%10%10%

ab

311224-67673 mentions
7%4%2%-%4%3%

aab

1018-19194 mentions
2%*%1%-%1%1%

ab

4-*-445 mentions
1%-%*%-%*%*%

a

-**-**6 mentions
-%*%*%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

--1-1-------11None
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

189658855161686---3112173151317021 mention
62%83%94%42%86%-%-%-%100%16%41%65%89%85%

cbcbcjcjbcij

591044212194*-*-210471472062 mentions
19%13%5%32%10%100%-%59%-%41%33%18%9%10%

abaabiabiai

40225563----*53527673 mentions
13%3%1%12%3%-%-%-%-%2%15%13%2%3%

abaaiaaiai

1351514----2386194 mentions
4%1%*%13%1%-%-%-%-%41%10%3%*%1%

ababiabiai

4*-*4--*--*4*45 mentions
1%*%-%1%*%-%-%41%-%-%*%1%*%*%

abaaai

**-**-----*-**6 mentions
*%*%-%1%*%-%-%-%-%-%1%-%*%*%

aiabi
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

-------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-21102547939977351411102456091717021 mention
-%50%50%57%90%87%84%82%81%67%84%80%84%85%

dddddbddbd

*2151511714647122131941152062 mentions
100%48%40%30%3%10%10%12%11%20%11%13%11%10%

abcabcefac

-***2242513055463442673 mentions
-%3%10%1%7%3%4%4%7%9%4%5%4%3%

acfabcf

-----*1412317141011194 mentions
-%-%-%-%-%*%1%1%1%3%1%1%1%1%

acef

---2-*244444445 mentions
-%-%-%12%-%1%*%*%1%1%*%1%*%*%

abc

------*--*****6 mentions
-%-%-%-%-%-%*%-%-%*%*%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

-------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

10137225263388*-**-2440517021 mention
91%78%79%88%86%32%-%13%100%-%26%40%69%85%

cdcd

127382243*-*--211192062 mentions
9%15%14%7%10%24%-%30%-%-%30%13%20%10%

abb

-8141113----4*447673 mentions
-%4%5%4%3%-%-%-%-%65%2%36%8%3%

-3416----23111194 mentions
-%2%1%*%1%-%-%-%-%35%41%11%2%1%

-122-*-*--*-445 mentions
-%*%1%1%-%44%-%56%-%-%2%-%1%*%

--*---------**6 mentions
-%-%*%-%-%-%-%-%-%-%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

------------1None
-%-%-%-%-%-%-%-%-%-%-%-%*%

44979140156213618255247979516717021 mention
83%84%55%90%79%74%62%36%55%58%68%80%85%

bacdbcd

712470136285891184426322062 mentions
13%11%27%8%17%20%22%20%22%26%19%16%10%

aa

2433235414921317185673 mentions
4%4%13%2%3%5%12%38%15%10%13%3%3%

acaaa

-141273*14*77-3194 mentions
-%1%5%*%2%*%3%1%8%4%-%1%1%

aabb

-4*4**4**4-*45 mentions
-%*%*%*%*%*%1%5%*%2%-%*%*%

a

-**---*-*-*-*6 mentions
-%*%*%-%-%-%*%-%*%-%*%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

----------1None
-%-%-%-%-%-%-%-%-%-%*%

28985927363348----17021 mention
100%73%85%80%30%87%-%-%-%-%85%

accb

-171003783391511676462062 mentions
-%14%10%11%40%10%80%66%56%75%10%

ab

-113625468442459673 mentions
-%9%4%7%22%2%19%24%33%15%3%

bbaa

-3115134*14134194 mentions
-%3%1%1%6%1%1%8%9%7%1%

ba

-24*22-42245 mentions
-%2%*%*%1%*%-%2%2%3%*%

ab

---***-****6 mentions
-%-%-%*%*%*%-%*%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

--------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

4572765332532877*68266247-6648420917021 mention
78%83%84%74%80%84%3%56%72%63%-%73%80%75%85%

cbcacac

1809569881124316880-1279452062 mentions
18%12%11%15%13%11%95%26%18%20%-%13%13%16%10%

ab

*3033333342*152647-102819673 mentions
2%4%4%7%5%4%2%13%7%12%-%11%5%7%3%

abbb

-8109109-4915--74194 mentions
-%1%1%2%1%1%-%4%2%4%-%-%1%2%1%

a

*24444-224-24*45 mentions
2%*%*%1%1%*%-%2%1%1%-%2%1%*%*%

ab

--****---*---**6 mentions
-%-%*%*%*%*%-%-%-%*%-%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

-----------1None
-%-%-%-%-%-%-%-%-%-%-%*%

631025573720314118313821117021 mention
48%16%61%67%83%84%60%55%67%68%72%85%

ddde

1628788912215945482062 mentions
9%29%15%22%11%10%23%29%21%22%17%10%

a

37432635511261322673 mentions
27%38%23%8%4%4%10%14%9%7%8%3%

ab

22-191211446194 mentions
16%8%-%3%1%1%3%2%2%2%2%1%

-2*-242*24445 mentions
-%9%1%-%*%*%4%*%1%2%1%*%

c

--------*--*6 mentions
-%-%-%-%-%-%-%-%*%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

------1-1-1-11None
-%-%-%-%-%-%*%-%*%-%*%-%*%*%

1381181431336330015008561629116214811080145917021 mention
87%70%81%85%61%76%85%81%85%82%84%82%85%85%

aaccbd

1494261622501801402011661881581812062 mentions
9%17%11%10%36%13%10%13%10%12%11%12%11%10%

bb

3821349*2761436460615361673 mentions
2%8%5%3%3%7%3%4%3%4%3%4%4%3%

bab

910214-1317171918181518194 mentions
1%4%3%1%-%3%1%2%1%1%1%1%1%1%

bab

22-4-2424444445 mentions
*%1%-%*%-%1%*%*%*%*%*%*%*%*%

b

**-*--********6 mentions
*%*%-%*%-%-%*%*%*%*%*%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

1-------1---1None
*%-%-%-%-%-%-%-%*%-%-%-%*%

764938147568141280126913911723611817021 mention
84%86%91%70%54%88%86%72%33%26%43%31%85%

abaaa

101105114207135146251713451852062 mentions
11%10%7%20%27%11%10%13%49%40%41%49%10%

cc

303830631343214621255673 mentions
3%3%2%7%12%1%3%11%13%24%14%15%3%

cccbcb

91043133107118*14194 mentions
1%1%*%3%5%1%1%4%3%10%2%4%1%

ccbcb

22**4-414*-445 mentions
*%*%*%*%1%-%*%*%1%*%-%1%*%

c

*---*-*-*--**6 mentions
*%-%-%-%*%-%*%-%*%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

------------1None
-%-%-%-%-%-%-%-%-%-%-%-%*%

631395404468153620501213017021 mention
86%89%85%85%87%83%72%73%59%72%73%85%85%

abadbcd

6*1455105810124162062 mentions
8%1%13%10%11%13%23%16%30%17%26%11%10%

cdacaa

3112121436*5673 mentions
5%9%1%5%2%3%5%9%10%8%1%3%3%

bbbcdabab

1*1**1*1*2-1194 mentions
1%*%1%*%*%1%*%2%*%3%-%1%1%

a

--*--*-***-*45 mentions
-%-%*%-%-%*%-%*%*%*%-%*%*%

------------*6 mentions
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

------1-----1None
-%-%-%-%-%-%1%-%-%-%-%-%*%

d

107154160172110126981132224413925817021 mention
83%84%86%82%78%84%85%92%85%77%90%89%85%

cdghiklhchchil

2022172221179627129222062 mentions
16%12%9%11%15%12%8%5%11%22%6%8%10%

abefeeabeeeabdefj

2681384329*56673 mentions
2%3%4%6%5%3%3%2%4%1%3%2%3%

ael

-22-*3323*22194 mentions
-%1%1%-%*%2%3%2%1%1%1%1%1%

il

--*22*--*---45 mentions
-%-%*%1%2%*%-%-%*%-%-%-%*%

dad

------*----**6 mentions
-%-%-%-%-%-%*%-%-%-%-%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

--1-1None
-%-%*%-%*%

42140843344117021 mention
84%82%87%88%85%

cc

606143432062 mentions
12%12%9%9%10%

bb

16241512673 mentions
3%5%3%2%3%

a

4384194 mentions
1%1%2%1%1%

*4*-45 mentions
*%1%*%-%*%

ab

--***6 mentions
-%-%*%*%*%
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QV4. No. of mentions (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

3942943966277010164416741744Royal Mail
80%85%81%87%91%88%92%88%87%87%87%

bce

2*410102*113335DPD
4%*%3%2%1%3%3%3%3%2%2%

a

2--1012----3434Hermes
4%-%-%2%2%-%-%-%-%2%2%

cbe

2-3610****3031DHL
4%-%3%1%1%1%1%1%1%2%2%

abe

**2971-*12829Parcelforce
*%*%2%2%1%1%-%*%2%1%1%

-22721*-*1717APC
-%4%1%2%*%1%2%-%1%1%1%

aea

--256----1515UK Mail
-%-%2%1%1%-%-%-%-%1%1%

e

*4-211***1112TNT Express
1%7%-%*%*%1%2%1%1%1%1%

abce

--2321-**1010UPS
-%-%1%1%*%1%-%2%*%1%1%

ab

--*1-1-**99Pitney Bowes
-%-%*%*%-%1%-%1%1%*%*%

*2-*11*-167FedEx
*%4%-%*%*%1%1%-%2%*%*%

abceaa

---12----55Parcels to go
-%-%-%*%*%-%-%-%-%*%*%

--21-----33Collect Plus
-%-%2%*%-%-%-%-%-%*%*%

a

2-*1-**--33Neo Post
4%-%*%*%-%*%1%-%-%*%*%

abcb

---2-----22One Post
-%-%-%*%-%-%-%-%-%*%*%

*-**-*-**12Tuffnels
*%-%*%*%-%1%-%1%*%*%*%

aaa

--*------22Local Courier
-%-%*%-%-%-%-%-%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

---*-*--*11DX
-%-%-%*%-%*%-%-%*%*%*%

Whistl (Previously known
*--1-*-**11as TNT Post)
*%-%-%*%-%*%-%1%*%*%*%

a

---*-----11Fastway Couriers
-%-%-%*%-%-%-%-%-%*%*%

1----*-**11Postal Sort
1%-%-%-%-%*%-%1%*%*%*%

abaa

--*------**Coopers Carriers
-%-%*%-%-%-%-%-%-%*%*%

---------**Yodel
-%-%-%-%-%-%-%-%-%*%*%

*----*--*-*Secured Mail
1%-%-%-%-%*%-%-%*%-%*%

aa

--*--**---*Eagle Couriers
-%-%*%-%-%*%1%-%-%-%*%

ab

--*--*--*-*First Post
-%-%*%-%-%*%-%-%*%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%*%-%*%

---------11None
-%-%-%-%-%-%-%-%-%*%*%

*-53121-*13738Other answers
1%-%4%1%2%1%-%*%2%2%2%

be

3942943966277010164416741744NET: RM Only
80%85%81%87%91%88%92%88%87%87%87%

bce

NET: Provider other than
9823616510127245255RM only

20%15%19%13%9%12%8%12%13%13%13%

aaa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

7987941484146138173275134642561081901744Royal Mail
89%89%91%87%88%84%87%85%83%99%86%95%86%87%

cefhjacefghijlmacefhj

1113215497-*-635DPD
1%1%1%2%1%3%2%3%4%-%*%-%3%2%

ccccikc

-**3348392-32334Hermes
-%1%*%2%2%5%1%3%1%-%1%2%1%2%

kmkmcjklmmklmm

11*2843-61-14-*31DHL
2%1%*%2%2%2%-%2%1%-%5%-%*%2%

abegjkl

m

2*125*4537-4-229Parcelforce
3%*%1%1%*%2%3%1%4%-%1%-%1%1%

llabcfijkl

-11152*53--2*417APC
-%1%1%1%1%*%2%1%-%-%1%*%2%1%

mm

-1-14322-2--4215UK Mail
-%1%-%1%2%1%1%-%1%-%-%3%1%1%

cfkmcfjkm

**111-***4-2*412TNT Express
*%*%1%1%-%*%*%*%3%-%1%*%2%1%

fgijklmf

-118--111-3-110UPS
-%1%1%*%-%-%1%*%1%-%1%-%*%1%

*-*93-41--1-*9Pitney Bowes
*%-%*%1%2%-%2%*%-%-%*%-%*%*%

ljl

--*7-*12*-*-37FedEx
-%-%*%*%-%*%1%1%*%-%*%-%1%*%

---5-2-2----15Parcels to go
-%-%-%*%-%1%-%1%-%-%-%-%*%*%

---3---2----13Collect Plus
-%-%-%*%-%-%-%1%-%-%-%-%*%*%

--*3---1--2--3Neo Post
-%-%*%*%-%-%-%*%-%-%1%-%-%*%

---22--------2One Post
-%-%-%*%1%-%-%-%-%-%-%-%-%*%

j

-**1---*1----2Tuffnels
-%*%*%*%-%-%-%*%1%-%-%-%-%*%

j

--*1---1-----2Local Courier
-%-%*%*%-%-%-%*%-%-%-%-%-%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

1-*----------1DX
1%-%*%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
*-**--**-----1as TNT Post)
1%-%*%*%-%-%*%*%-%-%-%-%-%*%

j

1------------1Fastway Couriers
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

1------------1Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

-*-----------*Coopers Carriers
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Yodel
*%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

---*-*-------*Secured Mail
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

--*----------*Eagle Couriers
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--*----------*First Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

---1--1------1None
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

142322229219-538Other answers
1%4%2%2%1%1%1%3%1%1%3%-%2%2%

jm

7987941484146138173275134642561081901744NET: RM Only
89%89%91%87%88%84%87%85%83%99%86%95%86%87%

cefhjacefghijlmacefhj

NET: Provider other than
101192261926264927142630255RM only
11%11%9%13%12%16%13%15%17%1%14%5%14%13%

ddbdkdbdkdbdkbdkbdkbd
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

177156739313516891325247318246130371744Royal Mail
86%87%87%87%91%94%93%80%94%98%74%97%87%

bebebebbebebe

53092612-*171-5-35DPD
2%2%2%2%2%-%1%3%*%-%3%-%2%

dgdg

3307278--24--2-34Hermes
2%2%2%2%1%-%-%4%-%-%1%-%2%

bdgh

229327123-112*3-31DHL
1%2%1%2%2%2%-%2%1%*%2%-%2%

2276245-*152*6129Parcelforce
1%2%1%2%1%-%*%3%1%*%4%3%1%

ghghg

21531411271-6-17APC
1%1%1%1%*%1%3%1%*%-%3%-%1%

dhhdeh

-15592--82-3-15UK Mail
-%1%1%1%*%-%-%1%1%-%2%-%1%

hh

58481--8--3-12TNT Express
2%*%1%1%*%-%-%1%-%-%2%-%1%

ahdh

*10283--5-12-10UPS
*%1%1%1%*%-%-%1%-%1%1%-%1%

183641-4*---9Pitney Bowes
1%*%1%*%1%1%-%1%*%-%-%-%*%

1625*-21--4-7FedEx
1%*%*%*%*%-%3%*%-%-%2%-%*%

deghdeh

2323---1--4-5Parcels to go
1%*%*%*%-%-%-%*%-%-%2%-%*%

adeh

12-3---3----3Collect Plus
1%*%-%*%-%-%-%*%-%-%-%-%*%

h

-3*321------3Neo Post
-%*%*%*%*%1%-%-%-%-%-%-%*%

e

-2-22-------2One Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-2*1---*1-1-2Tuffnels
-%*%*%*%-%-%-%*%*%-%*%-%*%

h
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

-2-2*---1---2Local Courier
-%*%-%*%*%-%-%-%1%-%-%-%*%

-1*11*------1DX
-%*%*%*%*%*%-%-%-%-%-%-%*%

Whistl (Previously known
-11***-*--*-1as TNT Post)
-%*%*%*%*%*%-%*%-%-%*%-%*%

-1***-----*-1Fastway Couriers
-%*%*%*%*%-%-%-%-%-%*%-%*%

1**1-1**-*--1Postal Sort
*%*%*%*%-%1%*%*%-%*%-%-%*%

ah

-**----*----*Coopers Carriers
-%*%*%-%-%-%-%*%-%-%-%-%*%

-*-**-------*Yodel
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-*---*----*Secured Mail
-%*%-%*%-%-%-%*%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

-1-1---1----1None
-%*%-%*%-%-%-%*%-%-%-%-%*%

4341028141*133*8*38Other answers
2%2%2%2%2%1%*%2%1%*%4%*%2%

gh

177156739313516891325247318246130371744NET: RM Only
86%87%87%87%91%94%93%80%94%98%74%97%87%

bebebebbebebe

NET: Provider other than
29226581976794115121461255RM only
14%13%13%13%9%6%7%20%6%2%26%3%13%

acdfghacdefgh
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

356254110911316311744Royal Mail
82%88%89%89%87%87%

cc

1431823335DPD
3%1%1%2%2%2%

ab

15216-3434Hermes
4%1%1%-%2%2%

ab

561732831DHL
1%2%1%2%1%2%

981342629Parcelforce
2%3%1%3%1%1%

a

728*1717APC
2%1%1%*%1%1%

a

2110-1515UK Mail
*%*%1%-%1%1%

5-7-1212TNT Express
1%-%1%-%1%1%

b

325*1010UPS
1%1%*%*%1%1%

423-99Pitney Bowes
1%1%*%-%*%*%

125-77FedEx
*%1%*%-%*%*%

2-3-55Parcels to go
*%-%*%-%*%*%

--3-33Collect Plus
-%-%*%-%*%*%

-3--33Neo Post
-%1%-%-%*%*%

ac

2---22One Post
*%-%-%-%*%*%

a

-*1-22Tuffnels
-%*%*%-%*%*%

--2-22Local Courier
-%-%*%-%*%*%

*1--11DX
*%*%-%-%*%*%

a
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Whistl (Previously known
*-1-11as TNT Post)
*%-%*%-%*%*%

*-*-11Fastway Couriers
*%-%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

*---**Coopers Carriers
*%-%-%-%*%*%

--*-**Yodel
-%-%*%-%*%*%

*---**Secured Mail
*%-%-%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%

--11-1None
-%-%*%1%-%*%

a

942233538Other answers
2%1%2%2%2%2%

356254110911316311744NET: RM Only
82%88%89%89%87%87%

cc

NET: Provider other than
773613313242255RM only
18%12%11%10%13%13%

ab
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

226674844251719--*222020115181744Royal Mail
74%85%93%65%88%-%-%59%81%48%67%75%90%87%

cbcbcjbcj

101213134---*-*92535DPD
3%2%1%2%2%-%-%-%10%-%1%3%1%2%

abai

7197330----2232734Hermes
2%2%1%9%2%-%-%-%-%39%5%1%2%2%

aaabiabi

5187130-----142631DHL
2%2%1%3%2%-%-%-%-%-%4%2%2%2%

a

11136128----**101829Parcelforce
4%2%1%2%1%-%-%-%-%10%1%4%1%1%

abaai

945215-----27817APC
3%*%1%5%1%-%-%-%-%-%6%3%1%1%

abaiaiai

644-15------6815UK Mail
2%1%*%-%1%-%-%-%-%-%-%2%*%1%

abai

434210----*22812TNT Express
1%*%*%5%1%-%-%-%-%1%6%1%*%1%

babiabi

352*10-----*3710UPS
1%1%*%1%1%-%-%-%-%-%1%1%*%1%

27*-9------279Pitney Bowes
1%1%*%-%*%-%-%-%-%-%-%1%*%*%

aa

24**7-----*257FedEx
1%1%*%*%*%-%-%-%-%-%1%1%*%*%

aa

-41-5-------55Parcels to go
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

-3--3-------33Collect Plus
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

3---3------3-3Neo Post
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

abai

2---2------2-2One Post
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

abai

1***1--*---1*2Tuffnels
*%*%*%1%*%-%-%41%-%-%-%*%*%*%

baa

-2--2-------22Local Courier
-%*%-%-%*%-%-%-%-%-%-%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

11--1------111DX
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

Whistl (Previously known
1*-*1*-----**1as TNT Post)
*%*%-%*%*%100%-%-%-%-%-%*%*%*%

**--1------**1Fastway Couriers
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

1-**1-----*1*1Postal Sort
*%-%*%*%*%-%-%-%-%-%*%*%*%*%

a

*---*------*-*Coopers Carriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

--*-*-------**Yodel
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

*--*----*----*Secured Mail
*%-%-%1%-%-%-%-%9%-%-%-%-%*%

ai

*---*------*-*Eagle Couriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*First Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

--1-1-------11None
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

121610434----*482638Other answers
4%2%1%11%2%-%-%-%-%1%13%3%2%2%

ababiabia

226674844251719--*222020115181744NET: RM Only
74%85%93%65%88%-%-%59%81%48%67%75%90%87%

cbcbcjbcj

NET: Provider other than
791166013242*-*121065176255RM only
26%15%7%35%12%100%-%41%19%52%33%25%10%13%

abaaiaiai
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

-231523471009101938145411016239841744Royal Mail
-%55%90%91%85%88%91%86%88%74%90%89%90%87%

dddfdfdf

-----*12199161391135DPD
-%-%-%-%-%*%1%2%2%3%1%1%1%2%

aabc

-----352542488734Hermes
-%-%-%-%-%6%*%2%1%4%1%1%1%2%

aaceabcef

-----210154191261031DHL
-%-%-%-%-%4%1%1%1%3%1%1%1%2%

aabcef

------142742214101429Parcelforce
-%-%-%-%-%-%1%2%1%4%1%1%1%1%

aceabce

------41241142317APC
-%-%-%-%-%-%*%1%1%2%*%*%*%1%

abcabcabc

------7931075715UK Mail
-%-%-%-%-%-%1%1%1%2%1%1%1%1%

acf

-----*99*696612TNT Express
-%-%-%-%-%*%1%1%*%1%1%1%1%1%

e

---*--563852510UPS
-%-%-%1%-%-%*%1%1%1%*%*%*%1%

abcf

----2*68528779Pitney Bowes
-%-%-%-%7%*%1%1%1%*%1%1%1%*%

ab

------44254*47FedEx
-%-%-%-%-%-%*%*%1%1%*%*%*%*%

b

------22-12225Parcels to go
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

---------3---3Collect Plus
-%-%-%-%-%-%-%-%-%*%-%-%-%*%

abcf

----*-133-1-13Neo Post
-%-%-%-%*%-%*%*%1%-%*%-%*%*%

abcd

------22-22222One Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

-----*11*11*12Tuffnels
-%-%-%-%-%*%*%*%*%*%*%*%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

------22-22*22Local Courier
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

---*--11111111DX
-%-%-%1%-%-%*%*%*%*%*%*%*%*%

Whistl (Previously known
*-*---11**1111as TNT Post)

100%-%10%-%-%-%*%*%*%*%*%*%*%*%

----*-*1*-1*11Fastway Couriers
-%-%-%-%2%-%*%*%*%-%*%*%*%*%

a

---1-**11*1*11Postal Sort
-%-%-%4%-%*%*%*%*%*%*%*%*%*%

a

------********Coopers Carriers
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-------*-----*Yodel
-%-%-%-%-%-%-%*%-%-%-%-%-%*%

---*---*--****Secured Mail
-%-%-%1%-%-%-%*%-%-%*%*%*%*%

a

----*--*--*-**Eagle Couriers
-%-%-%-%*%-%-%*%-%-%*%-%*%*%

a

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-2-*2*192292123171938Other answers
-%45%-%3%6%*%2%2%2%3%2%2%2%2%

abacf

-231523471009101938145411016239841744NET: RM Only
-%55%90%91%85%88%91%86%88%74%90%89%90%87%

dddfdfdf

NET: Provider other than
*2*2461041705415511880104255RM only

100%45%10%9%15%12%9%14%12%26%10%11%10%13%

abcabcef
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

11156254270409*-**2454421744Royal Mail
100%89%90%91%91%76%-%70%100%35%56%53%75%87%

-3343-----121335DPD
-%2%1%1%1%-%-%-%-%-%15%20%2%2%

-31-4----3--2134Hermes
-%2%*%-%1%-%-%-%-%65%-%-%4%2%

bc

--346-------1931DHL
-%-%1%1%1%-%-%-%-%-%-%-%3%2%

dd

-*564-----221829Parcelforce
-%*%2%2%1%-%-%-%-%-%27%23%3%1%

dd

--211-------1117APC
-%-%1%*%*%-%-%-%-%-%-%-%2%1%

-21-4-------1015UK Mail
-%1%*%-%1%-%-%-%-%-%-%-%2%1%

b

-**26------*512TNT Express
-%*%*%1%1%-%-%-%-%-%-%1%1%1%

c

-*211-----*-810UPS
-%*%1%*%*%-%-%-%-%-%2%-%1%1%

-*5*2-------29Pitney Bowes
-%*%2%*%*%-%-%-%-%-%-%-%*%*%

bd

-*22--------57FedEx
-%*%1%1%-%-%-%-%-%-%-%-%1%*%

---2--------15Parcels to go
-%-%-%1%-%-%-%-%-%-%-%-%*%*%

------------33Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

-1--*--------3Neo Post
-%1%-%-%*%-%-%-%-%-%-%-%-%*%

--2---------22One Post
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

-*-1*------*12Tuffnels
-%*%-%*%*%-%-%-%-%-%-%2%*%*%

---1*-------22Local Courier
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

-1*---------11DX
-%1%*%-%-%-%-%-%-%-%-%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Whistl (Previously known
-1*--*-*----*1as TNT Post)
-%*%*%-%-%24%-%30%-%-%-%-%*%*%

----1--------1Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-1--*-------*1Postal Sort
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

-*----------**Coopers Carriers
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

-------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*Secured Mail
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-6448-------2138Other answers
-%3%2%1%2%-%-%-%-%-%-%-%4%2%

11156254270409*-**2454421744NET: RM Only
100%89%90%91%91%76%-%70%100%35%56%53%75%87%

NET: Provider other than
-20302841*-*-335144255RM only
-%11%10%9%9%24%-%30%-%65%44%47%25%13%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

*1099-1744150222792581161011751744Royal Mail
1%94%-%100%87%91%68%45%68%68%73%84%87%

bbaabcd

21135-2113-455235DPD
3%1%14%-%1%5%3%-%5%3%3%1%2%

aaa

-834-3*212572834Hermes
-%1%13%-%2%1%5%38%6%4%2%4%2%

acb

4831-6-13-166631DHL
8%1%12%-%3%-%3%-%1%4%4%3%2%

aa

8729-1*21*579229Parcelforce
15%1%11%-%1%*%5%2%6%4%6%1%1%

aacaa

1217-1*10-542*17APC
3%*%7%-%1%1%2%-%6%3%1%*%1%

aaaba

1615---10-235*15UK Mail
3%*%6%-%-%-%3%-%2%2%4%*%1%

aacaa

5412-1-4*11*412TNT Express
9%*%5%-%1%-%1%1%1%*%*%2%1%

aa

2310-2-6**43110UPS
3%*%4%-%1%-%2%2%*%3%2%*%1%

aaa

8*9-**2--2*-9Pitney Bowes
14%*%4%-%*%*%*%-%-%1%*%-%*%

aa

*47-**4*22*17FedEx
*%*%3%-%*%*%1%3%2%1%*%*%*%

aa

2-5---1----15Parcels to go
3%-%2%-%-%-%*%-%-%-%-%1%*%

aa

--3---3--1-23Collect Plus
-%-%1%-%-%-%1%-%-%1%-%1%*%

a

1-3---------3Neo Post
2%-%1%-%-%-%-%-%-%-%-%-%*%

aa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

-22---2--2--2One Post
-%*%1%-%-%-%*%-%-%1%-%-%*%

a

1*2---1-*1-*2Tuffnels
2%*%1%-%-%-%*%-%*%1%-%*%*%

aa

1*2---2*---12Local Courier
2%*%1%-%-%-%*%10%-%-%-%1%*%

aa

*11-1-*-*11-1DX
*%*%*%-%1%-%*%-%*%*%*%-%*%

a

Whistl (Previously known
1-1--**-**--1as TNT Post)
2%-%*%-%-%1%*%-%*%*%-%-%*%

aa

**1---------1Fastway Couriers
1%*%*%-%-%-%-%-%-%-%-%-%*%

aa

1-1---*----*1Postal Sort
2%-%*%-%-%-%*%-%-%-%-%*%*%

aa

-**---*---*-*Coopers Carriers
-%*%*%-%-%-%*%-%-%-%*%-%*%

a

--*---------*Yodel
-%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Secured Mail
*%-%*%-%-%-%-%-%-%-%-%-%*%

a

*-*---------*Eagle Couriers
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*First Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---*----**Global Mailing
*%-%*%-%-%-%*%-%-%-%-%*%*%

------------1None
-%-%-%-%-%-%-%-%-%-%-%-%*%

14838-4*17-296438Other answers
27%1%15%-%2%*%4%-%2%5%4%2%2%

aaa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

*1099-1744150222792581161011751744NET: RM Only
1%94%-%100%87%91%68%45%68%68%73%84%87%

bbaabcd

NET: Provider other than
5365255-212132327543833255RM only
99%6%100%-%13%9%32%55%32%32%27%16%13%

aabcaaa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-105919305553981011148581744Royal Mail
-%86%91%90%27%99%53%63%35%94%87%

cbb

-110116-2913-35DPD
-%1%1%*%8%-%8%5%9%-%2%

aa

--7-24--812-34Hermes
-%-%1%-%12%-%-%5%9%-%2%

aa

-610619--812-31DHL
-%5%1%2%9%-%-%4%9%-%2%

abaa

-21011202278229Parcelforce
-%2%1%3%10%1%9%4%6%3%1%

ba

-13111**29*17APC
-%*%*%*%5%*%1%1%7%*%1%

aa

--5210--66-15UK Mail
-%-%1%1%5%-%-%3%4%-%1%

a

-*435*-44*12TNT Express
-%*%*%1%2%*%-%2%3%1%1%

a

-2258-*36-10UPS
-%1%*%1%4%-%2%2%4%-%1%

bba

-1722-1---9Pitney Bowes
-%1%1%1%1%-%7%-%-%-%*%

aa

-*4*5--44-7FedEx
-%*%*%*%2%-%-%2%3%-%*%

a

--2-1-----5Parcels to go
-%-%*%-%1%-%-%-%-%-%*%

----3---1-3Collect Plus
-%-%-%-%1%-%-%-%1%-%*%

a

--1---*---3Neo Post
-%-%*%-%-%-%1%-%-%-%*%

--2-2--22-2One Post
-%-%*%-%1%-%-%1%1%-%*%

a
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

--1-1--**-2Tuffnels
-%-%*%-%1%-%-%*%*%-%*%

--2-2--**-2Local Courier
-%-%*%-%1%-%-%*%*%-%*%

a

-1111*111*1DX
-%*%*%*%1%*%3%*%1%*%*%

Whistl (Previously known
-*1*******1as TNT Post)
-%*%*%*%*%*%1%*%*%*%*%

-111---*--1Fastway Couriers
-%1%*%*%-%-%-%*%-%-%*%

b

-*1-*-1---1Postal Sort
-%*%*%-%*%-%3%-%-%-%*%

a

--*-*--**-*Coopers Carriers
-%-%*%-%*%-%-%*%*%-%*%

----------*Yodel
-%-%-%-%-%-%-%-%-%-%*%

--*-------*Secured Mail
-%-%*%-%-%-%-%-%-%-%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%

----------1None
-%-%-%-%-%-%-%-%-%-%*%

2315420121110138Other answers
100%3%2%1%10%*%10%6%7%2%2%

a

-105919305553981011148581744NET: RM Only
-%86%91%90%27%99%53%63%35%94%87%

cbb

NET: Provider other than
21789351524965893255RM only

100%14%9%10%73%1%47%37%65%6%13%

baa
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

5646854415618981382300275-745352451744Royal Mail
87%93%94%93%93%94%59%68%81%70%-%82%89%88%87%

accc

1898710*2414-17235DPD
13%1%1%2%1%1%2%2%1%4%-%1%1%1%2%

b

-57287-11315--7134Hermes
-%1%1%*%1%1%-%1%3%4%-%-%1%*%2%

c

-48446-14615-45431DHL
-%1%1%1%1%1%-%11%2%4%-%4%1%1%2%

abbb

-45547-51020-28729Parcelforce
-%1%1%1%1%1%-%4%3%5%-%2%1%2%1%

b

-2*2*2-5611-12217APC
-%*%*%*%*%*%-%4%2%3%-%2%*%1%1%

b

-64-46-*37--3215UK Mail
-%1%*%-%1%1%-%*%1%2%-%-%1%1%1%

-13133-134-34312TNT Express
-%*%*%*%*%*%-%*%1%1%-%3%1%1%1%

b

-13423-257-*2210UPS
-%*%*%1%*%*%-%2%1%2%-%*%*%1%1%

-**-*--2*2-1539Pitney Bowes
-%*%*%-%*%-%-%1%*%*%-%1%1%1%*%

b

-442*4-343-***7FedEx
-%1%*%1%*%*%-%2%1%1%-%*%*%*%*%

--------1---2-5Parcels to go
-%-%-%-%-%-%-%-%*%-%-%-%*%-%*%

---1----13----3Collect Plus
-%-%-%*%-%-%-%-%*%1%-%-%-%-%*%

--------------3Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-2--22---2--2-2One Post
-%*%-%-%*%*%-%-%-%*%-%-%*%-%*%

-**-**--11--**2Tuffnels
-%*%*%-%*%*%-%-%*%*%-%-%*%*%*%

--*-**---2--*-2Local Courier
-%-%*%-%*%*%-%-%-%*%-%-%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 24  (continuation)                                                                                                                                                    Page 543

QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-11111-**1-1111DX
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

Whistl (Previously known
-1**11-***-*1*1as TNT Post)
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

-**--*-----***1Fastway Couriers
-%*%*%-%-%*%-%-%-%-%-%1%*%*%*%

-11--1--**-**-1Postal Sort
-%*%*%-%-%*%-%-%*%*%-%*%*%-%*%

-*--**--*---*-*Coopers Carriers
-%*%-%-%*%*%-%-%*%-%-%-%*%-%*%

--------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*-*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%-%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

--------------1None
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-7831111241213-315538Other answers
-%1%1%1%2%1%39%4%3%3%-%3%2%2%2%

5646854415618981382300275-745352451744NET: RM Only
87%93%94%93%93%94%59%68%81%70%-%82%89%88%87%

accc

NET: Provider other than
1465333496323871120-176632255RM only

13%7%6%7%7%6%41%32%19%30%-%18%11%12%13%

bbab
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

1010123564481744582171752461744Royal Mail
91%50%78%95%94%95%85%77%79%86%84%87%

cd

-**-881243735DPD
-%1%1%-%1%1%1%2%1%1%2%2%

-3--55--65734Hermes
-%17%-%-%1%1%-%-%2%3%3%2%

*22-484795531DHL
4%10%10%-%1%1%8%9%3%2%2%2%

abcabc

-22-4511173829Parcelforce
-%10%11%-%1%1%2%1%6%2%3%1%

abd

----21*21*317APC
-%-%-%-%*%*%*%3%*%*%1%1%

bc

----42**2**15UK Mail
-%-%-%-%1%*%1%*%1%*%*%1%

----12**32312TNT Express
-%-%-%-%*%*%1%*%1%1%1%1%

*---22*162310UPS
1%-%-%-%*%*%*%2%2%1%1%1%

----**--***9Pitney Bowes
-%-%-%-%*%*%-%-%*%*%*%*%

----42*2*417FedEx
-%-%-%-%1%*%*%3%*%2%*%*%

acac

-----------5Parcels to go
-%-%-%-%-%-%-%-%-%-%-%*%

-----1----13Collect Plus
-%-%-%-%-%*%-%-%-%-%*%*%

-----------3Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

----2------2One Post
-%-%-%-%*%-%-%-%-%-%-%*%

---***--*1-2Tuffnels
-%-%-%*%*%*%-%-%*%*%-%*%

-----*----12Local Courier
-%-%-%-%-%*%-%-%-%-%*%*%

----*11*1111DX
-%-%-%-%*%*%1%*%*%*%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

Whistl (Previously known
---*1*--**-1as TNT Post)
-%-%-%*%*%*%-%-%*%*%-%*%

----**-----1Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

----11-----1Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

----*------*Coopers Carriers
-%-%-%-%*%-%-%-%-%-%-%*%

-----------*Yodel
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

-----------1None
-%-%-%-%-%-%-%-%-%-%-%*%

*2-264*273638Other answers
4%13%-%4%1%1%1%3%3%1%2%2%

1010123564481744582171752461744NET: RM Only
91%50%78%95%94%95%85%77%79%86%84%87%

cd

NET: Provider other than
19424443817562946255RM only
9%50%22%5%6%5%15%23%21%14%16%13%

bb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

151123348149133311547892167512101532114615081744Royal Mail
96%91%90%95%59%84%88%84%87%86%87%87%87%87%

aac

113110*102827333024182435DPD
1%1%2%1%3%2%2%3%2%2%1%1%1%2%

3525-102819322630193034Hermes
*%2%4%*%-%3%2%2%2%2%2%1%2%2%

ba

102-9-152721302128212831DHL
1%1%-%1%-%4%2%2%2%1%2%2%2%2%

ab

36-8-42125272523212129Parcelforce
*%2%-%*%-%1%1%2%1%2%1%2%1%1%

bb

42-5-51614151615121417APC
*%1%-%*%-%1%1%1%1%1%1%1%1%1%

6--6-113713131591515UK Mail
*%-%-%*%-%*%1%1%1%1%1%1%1%1%

5*-5-397111098912TNT Express
*%*%-%*%-%1%1%1%1%1%1%1%1%1%

4313-1109107107910UPS
*%1%2%*%-%*%1%1%1%*%1%1%1%1%

ba

*--*-195959799Pitney Bowes
*%-%-%*%-%*%1%*%*%*%1%1%1%*%

5--5-175756567FedEx
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

------32533335Parcels to go
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

1--1--22322223Collect Plus
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

-----*32313133Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

2--2----222222One Post
*%-%-%*%-%-%-%-%*%*%*%*%*%*%

*--*-221222122Tuffnels
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-*-*-*22222222Local Courier
-%*%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-*11111111DX
*%-%-%*%-%*%*%*%*%*%*%*%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Whistl (Previously known
**-1-*1*111111as TNT Post)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

*--*-*1*111111Fastway Couriers
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1--1-***111111Postal Sort
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Coopers Carriers
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

--------*----*Yodel
-%-%-%-%-%-%-%-%*%-%-%-%-%*%

------*-******Secured Mail
-%-%-%-%-%-%*%-%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

------1-1-1-11None
-%-%-%-%-%-%*%-%*%-%*%-%*%*%

132113293619373135263538Other answers
1%1%2%1%38%2%2%2%2%2%2%2%2%2%

151123348149133311547892167512101532114615081744NET: RM Only
96%91%90%95%59%84%88%84%87%86%87%87%87%87%

aac

NET: Provider other than
6924575262217167243201219166215255RM only

4%9%10%5%41%16%12%16%13%14%13%13%12%13%

bbb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

79495015306213828412981481562661631744Royal Mail
88%87%94%63%53%89%88%77%44%30%49%43%87%

abaaa

1619132192267314*3035DPD
2%2%1%2%7%1%2%4%9%5%1%8%2%

bcbc

1617981722392212-2434Hermes
2%2%1%8%7%1%2%5%6%14%-%6%2%

ccbcb

15161231712172283-2531DHL
2%1%1%3%6%4%1%1%8%3%-%7%2%

ccab

131775174178181212529Parcelforce
1%2%*%5%7%1%1%4%5%14%5%7%1%

ccbcb

98728296125*1517APC
1%1%*%2%3%1%1%3%3%6%2%4%1%

ccbc

510923410*141-1515UK Mail
1%1%1%2%1%1%1%*%4%1%-%4%1%

93325-754821012TNT Express
1%*%*%2%2%-%*%2%1%10%15%3%1%

accbcb

37227*8364-810UPS
*%1%*%2%3%*%1%1%2%5%-%2%1%

ccc

1871118-9--99Pitney Bowes
*%1%*%1%*%*%1%-%3%-%-%2%*%

b

434*314252-77FedEx
*%*%*%*%1%*%*%1%1%2%-%2%*%

c

1423--5-23-35Parcels to go
*%*%*%3%-%-%*%-%1%3%-%1%*%

acb

3---3-3-3--33Collect Plus
*%-%-%-%1%-%*%-%1%-%-%1%*%

ac

*3*12*3-12-*3Neo Post
*%*%*%1%1%*%*%-%*%2%-%*%*%

cc

2---2--2-2-22One Post
*%-%-%-%1%-%-%1%-%2%-%*%*%

cbb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

*21-*-2-1*-12Tuffnels
*%*%*%-%*%-%*%-%*%*%-%*%*%

*1-1*1*-1*-22Local Courier
*%*%-%1%*%*%*%-%*%1%-%*%*%

c

*11--*1-1--11DX
*%*%*%-%-%*%*%-%*%-%-%*%*%

Whistl (Previously known
*11***1*1--11as TNT Post)
*%*%*%*%*%*%*%*%*%-%-%*%*%

**--*1--**-*1Fastway Couriers
*%*%-%-%*%*%-%-%*%1%-%*%*%

b

*1*1--1-1*-11Postal Sort
*%*%*%1%-%-%*%-%*%*%-%*%*%

c

-**---*-*--**Coopers Carriers
-%*%*%-%-%-%*%-%*%-%-%*%*%

*-*---*-*--**Yodel
*%-%*%-%-%-%*%-%*%-%-%*%*%

*---*-*--*-**Secured Mail
*%-%-%-%*%-%*%-%-%*%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

1-------1---1None
*%-%-%-%-%-%-%-%*%-%-%-%*%

162216516629433543238Other answers
2%2%1%5%6%2%2%2%10%5%30%9%2%

cc

79495015306213828412981481562661631744NET: RM Only
88%87%94%63%53%89%88%77%44%30%49%43%87%

abaaa

NET: Provider other than
11214394361203617445194616213255RM only

12%13%6%37%47%11%12%23%55%70%51%57%13%

ccbcb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

65159742467619452661111391744Royal Mail
90%97%87%90%92%92%92%91%78%87%67%91%87%

bbd

--21-2--*--235DPD
-%-%2%2%-%2%-%-%*%-%-%1%2%

--1-----11--34Hermes
-%-%1%-%-%-%-%-%3%2%-%-%2%

aa

1-**-*-*11**31DHL
1%-%*%*%-%*%-%*%3%2%1%*%2%

aa

**1*******-129Parcelforce
*%*%1%1%*%*%*%*%1%*%-%*%1%

2**-11*212-217APC
3%1%*%-%3%1%1%3%3%2%-%1%1%

b

------------15UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%1%

1-2**1*1111212TNT Express
1%-%2%*%*%1%*%2%4%2%6%2%1%

a

--2--*-111-*10UPS
-%-%2%-%-%*%-%2%3%1%-%*%1%

aa

--11**-***229Pitney Bowes
-%-%1%2%*%*%-%*%*%*%13%2%*%

acd

1-1**-*-**-*7FedEx
2%-%1%*%*%-%*%-%1%*%-%*%*%

------------5Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%*%

1--------1--3Collect Plus
1%-%-%-%-%-%-%-%-%2%-%-%*%

a

--1-1------13Neo Post
-%-%1%-%2%-%-%-%-%-%-%1%*%

c

------------2One Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

--1-1-1-11-12Tuffnels
-%-%1%-%2%-%5%-%3%1%-%1%*%

cac

------------2Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 24  (continuation)                                                                                                                                                    Page 551

QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

------------1DX
-%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
------------1as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------1Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

*--*----**--1Postal Sort
*%-%-%*%-%-%-%-%*%*%-%-%*%

------------*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*First Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%*%*%*%

------------1None
-%-%-%-%-%-%-%-%-%-%-%-%*%

1*12*2****2338Other answers
2%2%1%5%1%2%1%1%*%1%13%2%2%

bacd

65159742467619452661111391744NET: RM Only
90%97%87%90%92%92%92%91%78%87%67%91%87%

bbd

NET: Provider other than
81155462479614255RM only

10%3%13%10%8%8%8%9%22%13%33%9%13%

aac

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 24  (continuation)                                                                                                                                                    Page 552

QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

110155159177120130101114231501362591744Royal Mail
85%85%85%85%85%87%87%92%88%89%88%90%87%

hijkl

46321162324235DPD
3%3%1%1%1%*%5%2%1%3%2%1%2%

agadghi

21147-21*1*2434Hermes
2%6%2%3%-%1%1%*%*%1%1%1%2%

abdefghddeh

215672113*2*31DHL
1%*%3%3%5%1%1%1%1%1%1%*%2%

aaaadefkaa

444331*-2-3529Parcelforce
3%2%2%1%2%1%*%-%1%-%2%2%1%

defe

-32*25--3-2-17APC
-%2%1%*%1%3%-%-%1%-%1%-%1%

aaadefila

2-44--1----315UK Mail
2%-%2%2%-%-%1%-%-%-%-%1%1%

ddgddd

2--2*2--3-*212TNT Express
2%-%-%1%*%1%-%-%1%-%*%1%1%

--**22222--*10UPS
-%-%*%*%1%1%1%1%1%-%-%*%1%

--2-22-12-**9Pitney Bowes
-%-%1%-%1%1%-%1%1%-%*%*%*%

---22**-2--*7FedEx
-%-%-%1%1%*%*%-%1%-%-%*%*%

-----2-1--2-5Parcels to go
-%-%-%-%-%1%-%1%-%-%1%-%*%

addd

--------1--23Collect Plus
-%-%-%-%-%-%-%-%*%-%-%1%*%

-----*--1--23Neo Post
-%-%-%-%-%*%-%-%*%-%-%1%*%

-----------22One Post
-%-%-%-%-%-%-%-%-%-%-%1%*%

--*-*-*-1---2Tuffnels
-%-%*%-%*%-%*%-%*%-%-%-%*%

-------1---*2Local Courier
-%-%-%-%-%-%-%1%-%-%-%*%*%

d

-1-----*---11DX
-%*%-%-%-%-%-%*%-%-%-%*%*%
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Whistl (Previously known
-----**----11as TNT Post)
-%-%-%-%-%*%*%-%-%-%-%*%*%

-----1------1Fastway Couriers
-%-%-%-%-%1%-%-%-%-%-%-%*%

-1------*-**1Postal Sort
-%*%-%-%-%-%-%-%*%-%*%*%*%

----------*-*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%*%-%*%

-------*----*Yodel
-%-%-%-%-%-%-%*%-%-%-%-%*%

-----------**Secured Mail
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----*------*Eagle Couriers
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----*------*First Post
-%-%-%-%-%*%-%-%-%-%-%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

------1-----1None
-%-%-%-%-%-%1%-%-%-%-%-%*%

d

42443221543538Other answers
3%1%2%2%2%1%2%1%2%6%2%2%2%

ae

110155159177120130101114231501362591744NET: RM Only
85%85%85%85%85%87%87%92%88%89%88%90%87%

hijkl

NET: Provider other than
2028283121201393061929255RM only
15%15%15%15%15%13%12%8%12%11%12%10%13%

eeeee
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

4254284464451744Royal Mail
85%86%89%89%87%

cd

13411835DPD
3%1%2%2%2%

c

1782634Hermes
3%2%*%1%2%

abb

8155231DHL
2%3%1%*%2%

ab

1272929Parcelforce
2%1%*%2%1%

bb

583217APC
1%2%1%*%1%

641315UK Mail
1%1%*%1%1%

b

243312TNT Express
*%1%1%1%1%

*46*10UPS
*%1%1%*%1%

dad

244*9Pitney Bowes
*%1%1%*%*%

-43*7FedEx
-%1%1%*%*%

d

-2125Parcels to go
-%*%*%*%*%

--123Collect Plus
-%-%*%*%*%

-*123Neo Post
-%*%*%*%*%

---22One Post
-%-%-%*%*%

**1-2Tuffnels
*%*%*%-%*%

--1*2Local Courier
-%-%*%*%*%

1-*11DX
*%-%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 24  (continuation)                                                                                                                                                    Page 555

QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Whistl (Previously known
-**11as TNT Post)
-%*%*%*%*%

-1--1Fastway Couriers
-%*%-%-%*%

1-**1Postal Sort
*%-%*%*%*%

---**Coopers Carriers
-%-%-%*%*%

--*-*Yodel
-%-%*%-%*%

---**Secured Mail
-%-%-%*%*%

-*--*Eagle Couriers
-%*%-%-%*%

-*--*First Post
-%*%-%-%*%

--*-*Global Mailing
-%-%*%-%*%

--1-1None
-%-%*%-%*%

10971238Other answers
2%2%1%2%2%

4254284464451744NET: RM Only
85%86%89%89%87%

cd

NET: Provider other than
75725355255RM only
15%14%11%11%13%

bb
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QV4. Main provider (And who does your organisation use for its postal service?)
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
3514328474120143274232352Unweighted total
13824858914239283297Weighted total

82954658125174182Royal Mail
64%22%39%63%73%55%54%51%57%62%61%

ccc

1*4431*111416DPD
11%1%16%5%3%11%11%19%7%5%5%

aa

2-2*5**-*1414DHL
15%-%7%1%5%1%4%-%1%5%5%

bbe

---52----1414Hermes
-%-%-%6%2%-%-%-%-%5%5%

be

-*2351--11112Parcelforce
-%1%8%3%5%4%-%-%6%4%4%

-225-**-*1011APC
-%23%7%6%-%3%16%-%2%4%4%

aa

--2321-**78UPS
-%-%6%3%3%4%-%11%2%3%3%

ab

*2-211***77TNT Express
2%25%-%3%1%6%16%6%4%2%2%

---42----66UK Mail
-%-%-%5%2%-%-%-%-%2%2%

*2-*-1*-145FedEx
1%26%-%*%-%6%8%-%7%1%2%

aa

---2-----22One Post
-%-%-%2%-%-%-%-%-%1%1%

---*-*-**11Pitney Bowes
-%-%-%*%-%2%-%2%3%*%*%

---*-*--*11DX
-%-%-%1%-%1%-%-%2%*%*%

---1-----11Collect Plus
-%-%-%1%-%-%-%-%-%*%*%

*-**-*-***1Tuffnels
*%-%1%*%-%3%-%7%3%*%*%

aaa

1--------11Postal Sort
5%-%-%-%-%-%-%-%-%*%*%

b

Whistl (Previously known
*--*-*-***1as TNT Post)
1%-%-%*%-%2%-%4%1%*%*%

a
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
3514328474120143274232352Unweighted total
13824858914239283297Weighted total

--*------**Local Courier
-%-%2%-%-%-%-%-%-%*%*%

--*------**Coopers Carriers
-%-%2%-%-%-%-%-%-%*%*%

---*-----**Fastway Couriers
-%-%-%1%-%-%-%-%-%*%*%

---------**Yodel
-%-%-%-%-%-%-%-%-%*%*%

--*--**---*Eagle Couriers
-%-%*%-%-%1%7%-%-%-%*%

--*--*--*-*First Post
-%-%*%-%-%1%-%-%1%-%*%

--*--**---*Neo Post
-%-%*%-%-%1%7%-%-%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%1%-%*%

*-335*--*1515Other answers
*%-%11%3%5%3%-%-%5%5%5%

NET: Provider other than
561531246124109115RM only

36%78%61%37%27%45%46%49%43%38%39%

abe
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*baSignificance Level: 95%
33424023717282447205521232352Unweighted total
10141026317322955193511541297Weighted total

4751661220193993311121182Royal Mail
43%52%49%63%72%61%67%71%46%100%61%73%51%61%

mkm

1**1311-45-*-216DPD
13%4%5%5%5%4%-%8%24%-%*%-%5%5%

c

*--14-3-3--8--14DHL
5%-%-%5%-%9%-%5%-%-%16%-%-%5%

ajkl

-*-14-622---2314Hermes
-%4%-%5%-%18%6%3%-%-%-%12%7%5%

1*19*22*3-2--12Parcelforce
11%3%9%4%2%6%6%*%18%-%4%-%-%4%

ff

-1-10-*5---2-411APC
-%4%-%4%-%1%16%-%-%-%4%-%9%4%

f

-116--111-2-18UPS
-%8%7%2%-%-%4%2%5%-%4%-%3%3%

**16-**-1-1*47TNT Express
1%4%5%2%-%1%*%-%5%-%2%2%9%2%

fj

-*-62------226UK Mail
-%2%-%2%10%-%-%-%-%-%-%13%5%2%

--*4-*-2*-*-25FedEx
-%-%3%2%-%1%-%3%1%-%*%-%5%2%

---22--------2One Post
-%-%-%1%10%-%-%-%-%-%-%-%-%1%

---1------1-*1Pitney Bowes
-%-%-%1%-%-%-%-%-%-%2%-%1%*%

1-*----------1DX
11%-%1%-%-%-%-%-%-%-%-%-%-%*%

cfjl

---1--------11Collect Plus
-%-%-%*%-%-%-%-%-%-%-%-%3%*%

-***---**----1Tuffnels
-%2%*%*%-%-%-%*%1%-%-%-%-%*%

1------------1Postal Sort
6%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

Whistl (Previously known
--**--**-----1as TNT Post)
-%-%3%*%-%-%*%*%-%-%-%-%-%*%

j
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*baSignificance Level: 95%
33424023717282447205521232352Unweighted total
10141026317322955193511541297Weighted total

--*----------*Local Courier
-%-%5%-%-%-%-%-%-%-%-%-%-%*%

j

-*-----------*Coopers Carriers
-%4%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Fastway Couriers
5%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Yodel
3%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

--*----------*Eagle Couriers
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

--*----------*First Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

--*----------*Neo Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

12111*--4--4-415Other answers
7%17%10%4%1%-%-%7%-%-%8%-%9%5%

j

NET: Provider other than
67597512101611-20420115RM only

57%48%51%37%28%39%33%29%54%-%39%27%49%39%

fjf
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
45307992531031412124228653352Unweighted total
302676423395129117164402297Weighted total

1916234148646664134222182Royal Mail
65%61%54%63%67%48%62%55%81%84%54%100%61%

1144115--71-3-16DPD
5%5%7%5%5%-%-%6%4%-%7%-%5%

113-1433-7*-1-14DHL
4%5%-%6%4%24%-%6%*%-%3%-%5%

b

-145106--8----14Hermes
-%5%8%4%6%-%-%7%-%-%-%-%5%

bb

29482--9-**-12Parcelforce
7%4%6%3%2%-%-%8%-%2%1%-%4%

b

2929-126--2-11APC
5%3%3%4%-%9%19%5%-%-%5%-%4%

hh

*8263--3-12-8UPS
*%3%2%3%3%-%-%2%-%13%5%-%3%

1634---6--1-7TNT Express
4%2%5%2%-%-%-%5%-%-%3%-%2%

h

-624---4--2-6UK Mail
-%2%3%2%-%-%-%4%-%-%4%-%2%

h

*414*-2---3-5FedEx
*%2%1%2%*%-%17%-%-%-%7%-%2%

eh

-2-22-------2One Post
-%1%-%1%2%-%-%-%-%-%-%-%1%

1*-1*1------1Pitney Bowes
4%*%-%1%*%9%-%-%-%-%-%-%*%

a

-1*11*------1DX
-%*%*%1%1%4%-%-%-%-%-%-%*%

1--1---1----1Collect Plus
4%-%-%*%-%-%-%1%-%-%-%-%*%

a

-1**---*--1-1Tuffnels
-%*%*%*%-%-%-%*%-%-%2%-%*%

1--1-1------1Postal Sort
2%-%-%*%-%5%-%-%-%-%-%-%*%

a

Whistl (Previously known
-1***--*--*-1as TNT Post)
-%*%*%*%*%-%-%*%-%-%*%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
45307992531031412124228653352Unweighted total
302676423395129117164402297Weighted total

-*-**-------*Local Courier
-%*%-%*%1%-%-%-%-%-%-%-%*%

-**----*----*Coopers Carriers
-%*%1%-%-%-%-%*%-%-%-%-%*%

-**-*-------*Fastway Couriers
-%*%1%-%1%-%-%-%-%-%-%-%*%

-*-**-------*Yodel
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

*15698-*22-4-15Other answers
*%6%9%4%8%-%1%1%15%-%9%-%5%

aee

NET: Provider other than
1110429853164523118-115RM only
35%39%46%37%33%52%38%45%19%16%46%-%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1424316612340352Unweighted total
1173514316280297Weighted total

72189013169182Royal Mail
62%52%63%80%60%61%

9*7-1616DPD
8%*%5%-%6%5%

24911314DHL
1%10%7%6%5%5%

cc

11-4-1414Hermes
9%-%3%-%5%5%

ab

344-1212Parcelforce
3%11%3%-%4%4%

ac

623-1111APC
5%5%2%-%4%4%

313*78UPS
3%3%2%3%3%3%

4-4-77TNT Express
3%-%3%-%3%2%

2-4-66UK Mail
2%-%3%-%2%2%

122-55FedEx
*%5%2%-%2%2%

c

2---22One Post
1%-%-%-%1%1%

-*1-11Pitney Bowes
-%1%1%-%*%*%

*1--11DX
*%3%-%-%*%*%

ac

--1-11Collect Plus
-%-%1%-%*%*%

-*1-11Tuffnels
-%1%*%-%*%*%

-1--11Postal Sort
-%2%-%-%*%*%

Whistl (Previously known
*-*-11as TNT Post)
*%-%*%-%*%*%

--*-**Local Courier
-%-%*%-%*%*%

*---**Coopers Carriers
*%-%-%-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1424316612340352Unweighted total
1173514316280297Weighted total

*---**Fastway Couriers
*%-%-%-%*%*%

--*-**Yodel
-%-%*%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%

321021415Other answers
3%6%7%10%5%5%

NET: Provider other than
4517533112115RM only
38%48%37%20%40%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
16114447373151-3-528124191352Unweighted total
1161324922274*-1-41894181297Weighted total

64774013169--*-21052118182Royal Mail
55%59%82%57%62%-%-%59%-%50%58%55%65%61%

bc

862*15-----*7816DPD
6%4%5%2%6%-%-%-%-%-%2%8%4%5%

581113-----14914DHL
4%6%2%5%5%-%-%-%-%-%6%4%5%5%

77-311----223714Hermes
6%6%-%16%4%-%-%-%-%47%9%4%4%5%

abi

57-*11-----*4712Parcelforce
4%5%-%1%4%-%-%-%-%-%2%5%4%4%

82-29-----27211APC
7%2%-%7%3%-%-%-%-%-%9%7%1%4%

baa

152*8-----*178UPS
1%4%4%1%3%-%-%-%-%-%1%1%4%3%

42125----*2237TNT Express
4%2%2%9%2%-%-%-%-%1%11%2%2%2%

ai

42--6------426UK Mail
4%1%-%-%2%-%-%-%-%-%-%4%1%2%

a

22**4-----*225FedEx
2%2%1%1%2%-%-%-%-%-%1%2%1%2%

2---2------2-2One Post
1%-%-%-%1%-%-%-%-%-%-%2%-%1%

-1--1-------11Pitney Bowes
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

11--1------111DX
*%1%-%-%*%-%-%-%-%-%-%1%*%*%

-1--1-------11Collect Plus
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

****1--*---**1Tuffnels
*%*%1%1%*%-%-%41%-%-%-%*%*%*%

1---1------1-1Postal Sort
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

Whistl (Previously known
1--***-----*-1as TNT Post)
*%-%-%1%*%100%-%-%-%-%-%*%-%*%

-*--*-------**Local Courier
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Coopers Carriers
*%-%-%-%*%-%-%-%-%-%-%1%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
16114447373151-3-528124191352Unweighted total
1161324922274*-1-41894181297Weighted total

*---*------*-*Fastway Couriers
*%-%-%-%*%-%-%-%-%-%-%1%-%*%

--*-*-------**Yodel
-%-%1%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Eagle Couriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*First Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Neo Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

582214----*231015Other answers
4%6%4%8%5%-%-%-%-%1%10%3%6%5%

NET: Provider other than
5254910105*-*-274263115RM only
45%41%18%43%38%100%-%41%-%50%42%45%35%39%

aa
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13312518215258120241257198236352Unweighted total
*2173717421383198195143171297Weighted total

-*16331081204910612190105182Royal Mail
-%11%79%82%96%41%62%56%58%53%62%63%61%61%

dd

-----*11138131171016DPD
-%-%-%-%-%2%6%6%9%6%6%5%6%5%

------81121284614DHL
-%-%-%-%-%-%4%5%2%6%4%3%4%5%

-----351441288714Hermes
-%-%-%-%-%48%3%7%5%6%4%6%4%5%

------8112986812Parcelforce
-%-%-%-%-%-%5%5%2%5%4%4%5%4%

------210492*211APC
-%-%-%-%-%-%1%5%5%5%1%*%1%4%

abcabcabc

---*--35263238UPS
-%-%-%2%-%-%2%2%2%3%2%2%2%3%

-----*47*44347TNT Express
-%-%-%-%-%3%2%3%1%2%2%2%2%2%

------64266466UK Mail
-%-%-%-%-%-%3%2%2%3%3%3%3%2%

------42244*45FedEx
-%-%-%-%-%-%2%1%3%2%2%*%2%2%

------22-22222One Post
-%-%-%-%-%-%1%1%-%1%1%1%1%1%

-----*1*1-11*1Pitney Bowes
-%-%-%-%-%1%1%*%1%-%1%1%*%*%

---*--11111111DX
-%-%-%1%-%-%1%1%1%1%1%1%1%*%

---------1---1Collect Plus
-%-%-%-%-%-%-%-%-%1%-%-%-%*%

-----********1Tuffnels
-%-%-%-%-%3%*%*%*%*%*%*%*%*%

---1---11-1-11Postal Sort
-%-%-%8%-%-%-%*%1%-%*%-%*%*%

Whistl (Previously known
*-*---*1**1111as TNT Post)

100%-%21%-%-%-%*%*%1%*%*%*%*%*%

------**-*****Local Courier
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------********Coopers Carriers
-%-%-%-%-%-%*%*%1%*%*%*%*%*%

------**--*-**Fastway Couriers
-%-%-%-%-%-%*%*%-%-%*%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 25  (continuation)                                                                                                                                                    Page 567

QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13312518215258120241257198236352Unweighted total
*2173717421383198195143171297Weighted total

-------*-----*Yodel
-%-%-%-%-%-%-%*%-%-%-%-%-%*%

----*--*--*-**Eagle Couriers
-%-%-%-%4%-%-%*%-%-%*%-%*%*%

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

----*--*--*-**Neo Post
-%-%-%-%4%-%-%*%-%-%*%-%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-2-*-*101251113111115Other answers
-%89%-%7%-%2%6%6%6%5%7%8%6%5%

NET: Provider other than
*2*1*466943593745367115RM only

100%89%21%18%4%59%38%44%42%47%38%37%39%39%

bc
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3716951632-2-4610219352Unweighted total
138593562*-*-556181297Weighted total

121392436*-*-22299182Royal Mail
100%55%67%67%58%65%-%65%-%35%40%34%55%61%

-3233-----121016DPD
-%7%4%8%5%-%-%-%-%-%21%29%5%5%

--224-------1214DHL
-%-%3%5%7%-%-%-%-%-%-%-%7%5%

d

-31-4----3--914Hermes
-%9%2%-%6%-%-%-%-%65%-%-%5%5%

b

-*422-----22612Parcelforce
-%*%8%5%3%-%-%-%-%-%37%31%3%4%

d

--2**-------911APC
-%-%3%1%*%-%-%-%-%-%-%-%5%4%

-*111-----*-58UPS
-%1%1%3%2%-%-%-%-%-%2%-%3%3%

-**13------*47TNT Express
-%*%*%2%5%-%-%-%-%-%-%1%2%2%

-2--4-------66UK Mail
-%5%-%-%6%-%-%-%-%-%-%-%3%2%

c

-*22--------45FedEx
-%1%3%6%-%-%-%-%-%-%-%-%2%2%

--2---------22One Post
-%-%3%-%-%-%-%-%-%-%-%-%1%1%

---*1--------1Pitney Bowes
-%-%-%1%2%-%-%-%-%-%-%-%-%*%

-1*---------11DX
-%3%*%-%-%-%-%-%-%-%-%-%1%*%

------------11Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%1%*%

-*--*------**1Tuffnels
-%1%-%-%*%-%-%-%-%-%-%4%*%*%

-1-----------1Postal Sort
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
-1---*-*----*1as TNT Post)
-%1%-%-%-%35%-%35%-%-%-%-%*%*%

----*-------**Local Courier
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

-*----------**Coopers Carriers
-%1%-%-%-%-%-%-%-%-%-%-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3716951632-2-4610219352Unweighted total
138593562*-*-556181297Weighted total

----*--------*Fastway Couriers
-%-%-%-%1%-%-%-%-%-%-%-%-%*%

-------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-6313-------1115Other answers
-%14%6%2%5%-%-%-%-%-%-%-%6%5%

b

NET: Provider other than
-17191226*-*-33482115RM only
-%45%33%33%42%35%-%35%-%65%60%66%45%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192381442085213176752735158352Unweighted total

9186115182356156338724441297Weighted total

*121-18222579119392225182Royal Mail
4%65%-%100%63%76%50%17%49%54%51%60%61%

b

*1116-219-335216DPD
1%6%14%-%6%19%6%-%7%4%11%5%5%

a

-814-4-9-152314DHL
-%4%13%-%11%-%5%-%3%7%6%8%5%

a

-814---12254-214Hermes
-%4%13%-%-%-%8%59%13%5%-%4%5%

acb

2712-1*8-144*12Parcelforce
19%4%10%-%3%2%5%-%2%6%10%1%4%

aa

-211---9-54*-11APC
-%1%9%-%-%-%6%-%12%6%*%-%4%

aab

-38-1-4**23*8UPS
-%2%7%-%4%-%3%3%1%3%6%1%3%

a

-47---4*11*37TNT Express
-%2%6%-%-%-%3%2%2%1%*%7%2%

ac

-66---6-2-4*6UK Mail
-%3%5%-%-%-%4%-%5%-%8%1%2%

ac

-45-*-4*22-15FedEx
-%2%4%-%1%-%3%4%5%2%-%1%2%

a

-22---2--2--2One Post
-%1%2%-%-%-%1%-%-%2%-%-%1%

1*1---------1Pitney Bowes
12%*%1%-%-%-%-%-%-%-%-%-%*%

*11-1-*-*11-1DX
2%1%1%-%3%-%*%-%*%1%1%-%*%

a

--1---1--1--1Collect Plus
-%-%1%-%-%-%1%-%-%1%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192381442085213176752735158352Unweighted total

9186115182356156338724441297Weighted total

-*1---*-*--*1Tuffnels
-%*%1%-%-%-%*%-%1%-%-%*%*%

1-1---------1Postal Sort
7%-%1%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
1-1--**-**--1as TNT Post)
6%-%*%-%-%2%*%-%*%*%-%-%*%

-**---**----*Local Courier
-%*%*%-%-%-%*%15%-%-%-%-%*%

-**---*---*-*Coopers Carriers
-%*%*%-%-%-%*%-%-%-%1%-%*%

-**---------*Fastway Couriers
-%*%*%-%-%-%-%-%-%-%-%-%*%

--*---------*Yodel
-%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Eagle Couriers
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*First Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---------*Neo Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---*----**Global Mailing
1%-%*%-%-%-%*%-%-%-%-%*%*%

4815-4*7-*42415Other answers
46%5%13%-%10%2%4%-%1%6%5%10%5%

ad

NET: Provider other than
965115-13278319332116115RM only

96%35%100%-%37%24%50%83%51%46%49%40%39%

a
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
-61208103169723322416477352Unweighted total
-3315066144541917713762297Weighted total

-2493445550101114858182Royal Mail
-%74%62%66%38%93%53%63%35%94%61%

bb

-110113-2913-16DPD
-%3%7%2%9%-%8%5%9%-%5%

aa

-46412--812-14DHL
-%11%4%5%9%-%-%4%9%-%5%

baa

--7-12--812-14Hermes
-%-%5%-%9%-%-%5%9%-%5%

aaa

--7672278212Parcelforce
-%-%4%10%5%4%9%4%6%3%4%

c

-*2*9**29*11APC
-%1%1%1%6%*%1%1%7%*%4%

aa

-2236-*36-8UPS
-%5%1%5%4%-%2%2%4%-%3%

-*234*-44*7TNT Express
-%1%1%4%3%1%-%2%3%1%2%

--426--66-6UK Mail
-%-%3%3%4%-%-%3%4%-%2%

-*4*4--44-5FedEx
-%1%3%*%3%-%-%2%3%-%2%

--2-2--22-2One Post
-%-%1%-%1%-%-%1%1%-%1%

--*---1---1Pitney Bowes
-%-%*%-%-%-%7%-%-%-%*%

a

-1111*111*1DX
-%2%1%1%1%*%3%*%1%*%*%

----1---1-1Collect Plus
-%-%-%-%1%-%-%-%1%-%*%

--*-*--**-1Tuffnels
-%-%*%-%*%-%-%*%*%-%*%

--1---1---1Postal Sort
-%-%*%-%-%-%3%-%-%-%*%

a
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
-61208103169723322416477352Unweighted total
-3315066144541917713762297Weighted total

Whistl (Previously known
-*1*******1as TNT Post)
-%*%*%*%*%*%1%*%*%*%*%

--*-*--**-*Local Courier
-%-%*%-%*%-%-%*%*%-%*%

--*-*--**-*Coopers Carriers
-%-%*%-%*%-%-%*%*%-%*%

-***---*--*Fastway Couriers
-%1%*%1%-%-%-%*%-%-%*%

----------*Yodel
-%-%-%-%-%-%-%-%-%-%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%

-18210121110115Other answers
-%4%6%4%7%2%10%6%7%2%5%

NET: Provider other than
-95722894965893115RM only
-%26%38%34%62%7%47%37%65%6%39%

aa
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226572145180-5116994352Unweighted total
1121142115136168453105147-2411868297Weighted total

*758983861052266375-177745182Royal Mail
40%62%63%72%64%62%58%48%61%51%-%71%65%67%61%

1898710*2311-15216DPD
60%7%7%7%5%6%2%3%3%8%-%3%5%3%5%

-48446-12410-44414DHL
-%3%5%4%3%4%-%23%3%7%-%15%3%6%5%

abb

-57287-149--7114Hermes
-%4%5%1%6%4%-%2%3%6%-%-%6%2%5%

c

-45547-278--4412Parcelforce
-%4%3%4%3%4%-%4%6%5%-%-%4%6%4%

-2*2*2-459--**11APC
-%2%*%2%*%1%-%7%4%6%-%-%*%1%4%

-13423-244-*228UPS
-%1%2%3%2%2%-%3%4%3%-%2%2%3%3%

-13133-*24--127TNT Express
-%1%2%1%2%2%-%1%2%3%-%-%1%3%2%

-64-46-*24--226UK Mail
-%5%3%-%3%3%-%1%2%3%-%-%2%3%2%

cc

-442*4-342-***5FedEx
-%3%3%2%*%2%-%5%4%2%-%1%*%*%2%

-2--22---2--2-2One Post
-%1%-%-%1%1%-%-%-%1%-%-%1%-%1%

-**-*------1111Pitney Bowes
-%*%*%-%*%-%-%-%-%-%-%4%1%2%*%

-11111-**1-1111DX
-%*%1%1%1%1%-%1%*%1%-%2%1%1%*%

---1----11----1Collect Plus
-%-%-%1%-%-%-%-%1%1%-%-%-%-%*%

-**-**--**--**1Tuffnels
-%*%*%-%*%*%-%-%*%*%-%-%*%*%*%

-11--1--------1Postal Sort
-%1%*%-%-%*%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
-1**11-***-*1*1as TNT Post)
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

--*-**---*--*-*Local Courier
-%-%*%-%*%*%-%-%-%*%-%-%*%-%*%

-*--**--*---*-*Coopers Carriers
-%*%-%-%*%*%-%-%*%-%-%-%*%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226572145180-5116994352Unweighted total
1121142115136168453105147-2411868297Weighted total

-**--*--------*Fastway Couriers
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

--------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

-78311112146-*9315Other answers
-%6%6%2%8%6%40%1%4%4%-%*%7%4%5%

c

NET: Provider other than
146533349632274173-74123115RM only

60%38%37%28%36%38%42%52%39%49%-%29%35%33%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
815712151193314312887116352Unweighted total
6166121151402134916681297Weighted total

5731071971420585051182Royal Mail
82%41%43%85%61%69%68%58%64%76%63%61%

d

-**-881242616DPD
-%1%2%-%7%6%2%5%4%3%7%5%

*22-484772214DHL
8%11%26%-%3%5%21%21%8%4%3%5%

abcabc

-3--55--32414Hermes
-%20%-%-%5%4%-%-%3%3%5%5%

-22-45**51512Parcelforce
-%12%29%-%4%4%1%1%6%1%6%4%

----21*21-211APC
-%-%-%-%2%1%1%6%1%-%3%4%

b

*---22*14238UPS
2%-%-%-%1%1%1%4%5%4%4%3%

----12**3*27TNT Express
-%-%-%-%1%1%1%1%3%1%2%2%

----42**2**6UK Mail
-%-%-%-%3%1%1%1%2%*%*%2%

----42*2*415FedEx
-%-%-%-%4%2%1%6%*%6%1%2%

acac

----2------2One Post
-%-%-%-%1%-%-%-%-%-%-%1%

----**-----1Pitney Bowes
-%-%-%-%*%*%-%-%-%-%-%*%

----*11*1111DX
-%-%-%-%*%1%3%*%1%1%1%*%

-----1----11Collect Plus
-%-%-%-%-%1%-%-%-%-%1%*%

---***--*--1Tuffnels
-%-%-%*%*%*%-%-%*%-%-%*%

----11-----1Postal Sort
-%-%-%-%1%*%-%-%-%-%-%*%

Whistl (Previously known
---*1*--**-1as TNT Post)
-%-%-%1%*%*%-%-%*%*%-%*%

-----*-----*Local Courier
-%-%-%-%-%*%-%-%-%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
815712151193314312887116352Unweighted total
6166121151402134916681297Weighted total

----*------*Coopers Carriers
-%-%-%-%*%-%-%-%-%-%-%*%

----**-----*Fastway Couriers
-%-%-%-%*%*%-%-%-%-%-%*%

-----------*Yodel
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

*2-264*-31315Other answers
8%15%-%14%5%3%*%-%4%1%4%5%

NET: Provider other than
19424443714331630115RM only

18%59%57%15%39%31%32%42%36%24%37%39%

b
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122792130321243344307327288322352Unweighted total
1997610230293263202289249271231264297Weighted total

129535155262165129180151168143162182Royal Mail
65%69%48%67%93%67%63%63%62%60%62%62%62%61%

113110*61313141412101216DPD
5%4%10%5%7%7%5%6%5%6%4%4%5%5%

102-9-101310141213131314DHL
5%3%-%4%-%10%5%5%5%5%5%6%5%5%

ab

3525-3137141314111414Hermes
2%7%21%2%-%4%5%4%5%5%5%5%5%5%

b

36-8-181010101091012Parcelforce
2%8%-%3%-%1%3%5%3%4%4%4%4%4%

b

42-5-4111010111081011APC
2%2%-%2%-%4%4%5%3%4%4%3%4%4%

4313-187868678UPS
2%3%10%1%-%1%3%3%3%3%3%3%3%3%

5*-5-*64676667TNT Express
3%*%-%2%-%*%2%2%2%3%2%3%2%2%

6--6-*42666466UK Mail
3%-%-%2%-%*%2%1%2%2%2%2%2%2%

5--5-154534445FedEx
2%-%-%2%-%1%2%2%2%1%2%2%2%2%

2--2----222222One Post
1%-%-%1%-%-%-%-%1%1%1%1%1%1%

*--*-111111111Pitney Bowes
*%-%-%*%-%1%1%1%*%*%1%1%1%*%

1--1-*11111111DX
1%-%-%*%-%*%*%*%*%*%*%*%*%*%

1--1----1----1Collect Plus
1%-%-%*%-%-%-%-%*%-%-%-%-%*%

*--*-111111111Tuffnels
*%-%-%*%-%1%*%*%*%*%*%*%*%*%

1--1----111111Postal Sort
*%-%-%*%-%-%-%-%*%*%*%*%*%*%

Whistl (Previously known
**-1-***1*1111as TNT Post)
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

-*-*-*********Local Courier
-%1%-%*%-%1%*%*%*%*%*%*%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122792130321243344307327288322352Unweighted total
1997610230293263202289249271231264297Weighted total

*--*--********Coopers Carriers
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-**-******Fastway Couriers
*%-%-%*%-%1%*%-%*%*%*%*%*%*%

--------*----*Yodel
-%-%-%-%-%-%-%-%*%-%-%-%-%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

132113-3156151414111415Other answers
7%3%10%6%-%3%6%3%5%6%5%5%5%5%

NET: Provider other than
6924575*3198741099910389102115RM only
35%31%52%33%7%33%37%37%38%40%38%38%38%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1611911763413850231712817113299352Unweighted total
142155149301184020354233637258297Weighted total

869611312572612827156266163182Royal Mail
61%62%76%39%48%67%63%51%67%40%86%63%61%

aba

7921131114133*1516DPD
5%6%1%3%11%2%5%7%5%5%2%6%5%

c

105527492123-1014DHL
7%3%4%8%6%9%4%3%5%4%-%4%5%

68365267410-714Hermes
4%5%2%19%4%5%3%13%2%16%-%3%5%

acbb

75228*8466*912Parcelforce
5%3%1%7%6%*%4%7%2%9%7%4%4%

ccb

64326-5565*911APC
5%3%2%6%5%-%3%10%3%7%3%3%4%

bcb

35215*7144-68UPS
2%3%1%4%4%*%4%1%2%6%-%2%3%

522-5-5225*77TNT Express
4%1%1%-%4%-%3%3%1%8%3%3%2%

b

2442*24*6--66UK Mail
1%3%3%6%*%4%2%1%3%-%-%2%2%

a

224***3232-45FedEx
2%1%2%1%*%1%1%3%1%3%-%2%2%

2---2--2-2-22One Post
1%-%-%-%1%-%-%3%-%3%-%1%1%

bb

-1*-1*1-1--11Pitney Bowes
-%1%*%-%1%*%1%-%1%-%-%1%*%

*11--*1-1--11DX
*%1%1%-%-%1%*%-%1%-%-%*%*%

1---1-1-1--11Collect Plus
1%-%-%-%1%-%1%-%*%-%-%*%*%

*1*-*-1-**-*1Tuffnels
*%*%*%-%*%-%*%-%*%*%-%*%*%

-1-1--1-1--11Postal Sort
-%*%-%2%-%-%*%-%*%-%-%*%*%

Whistl (Previously known
********1--11as TNT Post)
*%*%*%*%*%*%*%*%*%-%-%*%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1611911763413850231712817113299352Unweighted total
142155149301184020354233637258297Weighted total

*---*-*--*-**Local Courier
*%-%-%-%*%-%*%-%-%1%-%*%*%

-**---*-*--**Coopers Carriers
-%*%*%-%-%-%*%-%*%-%-%*%*%

*---**---*-**Fastway Couriers
*%-%-%-%*%1%-%-%-%1%-%*%*%

*-*---*-*--**Yodel
*%-%*%-%-%-%*%-%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

511618412*15**1515Other answers
3%7%4%4%7%9%6%*%7%*%2%6%5%

aa

NET: Provider other than
56593518611375267738195115RM only
39%38%24%61%52%33%37%49%33%60%14%37%39%

ccb
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*adc*baSignificance Level: 95%
16534181530142831421453352Unweighted total
1021777146131419522297Weighted total

51106796101014316182Royal Mail
47%90%59%81%98%66%98%74%73%70%72%73%61%

--2--2--*--216DPD
-%-%12%-%-%14%-%-%*%-%-%9%5%

c

1-**-*-*11**14DHL
11%-%*%1%-%1%-%*%8%6%2%1%5%

------------14Hermes
-%-%-%-%-%-%-%-%-%-%-%-%5%

--********-*12Parcelforce
-%-%2%2%1%*%1%*%1%1%-%1%4%

1*---*-111-*11APC
11%10%-%-%-%1%-%9%8%6%-%1%4%

--2--*-111-*8UPS
-%-%14%-%-%*%-%7%8%5%-%*%3%

a

1-1**1*1*1-17TNT Express
9%-%6%1%1%8%1%8%1%6%-%5%2%

------------6UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%2%

*-------**--5FedEx
2%-%-%-%-%-%-%-%1%1%-%-%2%

------------2One Post
-%-%-%-%-%-%-%-%-%-%-%-%1%

--*1------111Pitney Bowes
-%-%*%15%-%-%-%-%-%-%24%5%*%

------------1DX
-%-%-%-%-%-%-%-%-%-%-%-%*%

1--------1--1Collect Plus
11%-%-%-%-%-%-%-%-%5%-%-%*%

--*---------1Tuffnels
-%-%*%-%-%-%-%-%-%-%-%-%*%

------------1Postal Sort
-%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
------------1as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*adc*baSignificance Level: 95%
16534181530142831421453352Unweighted total
1021777146131419522297Weighted total

------------*Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*First Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%1%*%*%

1-1--1-*-*-115Other answers
11%-%7%-%-%8%-%1%-%1%-%5%5%

NET: Provider other than
5*71*5*44616115RM only

53%10%41%19%2%34%2%26%27%30%28%27%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*ihg*f*ed*c*baSignificance Level: 95%
18213629343125177991538352Unweighted total
223027373124161040131630297Weighted total

12221520161610723131117182Royal Mail
55%73%55%55%51%65%63%71%59%96%69%55%61%

2*3211212--216DPD
9%*%10%5%4%2%15%9%5%-%-%6%5%

--4242--3---14DHL
-%-%13%6%11%7%-%-%8%-%-%-%5%

aa

24-4--1--*2214Hermes
9%12%-%10%-%-%7%-%-%4%12%6%5%

d

2-2*3**-*-2212Parcelforce
11%-%7%1%8%*%2%-%1%-%11%6%4%

d

-22-24--1---11APC
-%8%7%-%6%15%-%-%3%-%-%-%4%

ad

--**2-122--*8UPS
-%-%*%1%5%-%8%16%6%-%-%1%3%

2---*2--2-**7TNT Express
9%-%-%-%2%8%-%-%5%-%3%1%2%

--22--*----26UK Mail
-%-%7%5%-%-%2%-%-%-%-%6%2%

dd

---22**-*--*5FedEx
-%-%-%5%6%1%2%-%*%-%-%*%2%

-----------22One Post
-%-%-%-%-%-%-%-%-%-%-%6%1%

d

--------1-*-1Pitney Bowes
-%-%-%-%-%-%-%-%3%-%2%-%*%

-1-----*---11DX
-%2%-%-%-%-%-%*%-%-%-%2%*%

--------1---1Collect Plus
-%-%-%-%-%-%-%-%3%-%-%-%*%

--*-*-*-*---1Tuffnels
-%-%1%-%1%-%2%-%*%-%-%-%*%

-1----------1Postal Sort
-%2%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
-----**----*1as TNT Post)
-%-%-%-%-%1%2%-%-%-%-%*%*%

-----------**Local Courier
-%-%-%-%-%-%-%-%-%-%-%2%*%

----------*-*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%3%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*ihg*f*ed*c*baSignificance Level: 95%
18213629343125177991538352Unweighted total
223027373124161040131630297Weighted total

-----*------*Fastway Couriers
-%-%-%-%-%2%-%-%-%-%-%-%*%

-------*----*Yodel
-%-%-%-%-%-%-%3%-%-%-%-%*%

-----*------*Eagle Couriers
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----*------*First Post
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----*------*Neo Post
-%-%-%-%-%*%-%-%-%-%-%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

21-422-*2--315Other answers
9%2%-%11%6%8%-%1%6%-%-%9%5%

NET: Provider other than
10812171586316*514115RM only
45%27%45%45%49%35%37%29%41%4%31%45%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
759412162352Unweighted total
79926659297Weighted total

49524140182Royal Mail
62%56%62%68%61%

545216DPD
6%4%8%3%5%

483-14DHL
5%8%5%-%5%

a

641414Hermes
7%4%2%7%5%

431312Parcelforce
5%3%1%6%4%

451-11APC
5%6%2%-%4%

*25*8UPS
*%2%8%1%3%

ad

22217TNT Express
2%3%3%1%2%

22*26UK Mail
2%2%*%3%2%

-4**5FedEx
-%4%1%*%2%

---22One Post
-%-%-%3%1%

--1*1Pitney Bowes
-%-%2%*%*%

1-*11DX
1%-%*%1%*%

--1-1Collect Plus
-%-%2%-%*%

***-1Tuffnels
*%*%1%-%*%

1---1Postal Sort
1%-%-%-%*%

Whistl (Previously known
-***1as TNT Post)
-%*%*%*%*%

---**Local Courier
-%-%-%1%*%

---**Coopers Carriers
-%-%-%1%*%

-*--*Fastway Couriers
-%1%-%-%*%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
759412162352Unweighted total
79926659297Weighted total

--*-*Yodel
-%-%*%-%*%

-*--*Eagle Couriers
-%*%-%-%*%

-*--*First Post
-%*%-%-%*%

-*--*Neo Post
-%*%-%-%*%

--*-*Global Mailing
-%-%*%-%*%

382315Other answers
3%8%3%5%5%

NET: Provider other than
30402519115RM only
38%44%38%32%39%
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QV4. Main provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
3514328474120143274232352Unweighted total
13824858914239283297Weighted total

461021144*137276Royal Mail
34%78%43%25%16%31%28%28%33%25%26%

aa

**28241**14546DPD
3%3%8%9%26%8%5%7%8%16%15%

bcee

**211131**13030Parcelforce
3%4%8%13%15%5%3%1%6%11%10%

2-4681*-12829UPS
15%-%16%7%9%6%14%-%7%10%10%

---69*--*1919Hermes
-%-%-%8%10%1%-%-%1%7%6%

be

2-3341**11718DHL
14%-%14%3%4%8%15%8%7%6%6%

bb

21*612**11215TNT Express
12%14%1%7%1%16%30%11%16%4%5%

aaa

1-*621-*199UK Mail
5%-%1%7%3%5%-%4%6%3%3%

2*-52*--*99APC
14%1%-%6%2%2%-%-%3%3%3%

ac

--1121-**78FedEx
-%-%4%1%2%5%-%10%4%3%3%

a

--13-*-**66DX
-%-%3%4%-%1%-%1%1%2%2%

---22----44Collect Plus
-%-%-%2%2%-%-%-%-%1%1%

----2----33Parcels to go
-%-%-%-%2%-%-%-%-%1%1%

---------22Interparcel
-%-%-%-%-%-%-%-%-%1%1%

----2----22Amazon
-%-%-%-%2%-%-%-%-%1%1%

---1-----11Fastway Couriers
-%-%-%1%-%-%-%-%-%*%*%

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

aaa

----*----**Yodel
-%-%-%-%*%-%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d,e
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
3514328474120143274232352Unweighted total
13824858914239283297Weighted total

----*----**Business Post
-%-%-%-%*%-%-%-%-%*%*%

----*----**DHS
-%-%-%-%*%-%-%-%-%*%*%

--*--***--*Neo Post
-%-%*%-%-%1%7%2%-%-%*%

a

--*--**---*Eagle Couriers
-%-%*%-%-%1%7%-%-%-%*%

--*--*--*-*One Post
-%-%*%-%-%1%-%-%1%-%*%

-----*--*-*Pitney Bowes
-%-%-%-%-%1%-%-%1%-%*%

-*---*-*--*Postal Sort
-%1%-%-%-%1%-%3%-%-%*%

a

-----*--*-*Local Courier
-%-%-%-%-%*%-%-%1%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%1%-%*%

**-1052*112122Other answers
2%1%-%12%5%12%14%29%6%7%8%

cabe

NET: Provider other than
9213647510126211220RM only

66%22%57%75%84%69%72%72%67%75%74%

ce
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*baSignificance Level: 95%
33424023717282447205521232352Unweighted total
10141026317322955193511541297Weighted total

44465556144-1421676Royal Mail
35%30%40%25%28%14%21%24%21%-%28%14%38%26%

j

22141-6676-91746DPD
18%13%7%16%-%19%22%12%29%-%17%8%16%15%

2112715251-62530Parcelforce
16%7%6%10%5%17%6%9%5%-%12%14%12%10%

-112723245-54429UPS
-%6%8%10%10%9%6%7%25%-%9%25%9%10%

***1811452--6-19Hermes
3%2%4%7%5%3%12%9%9%-%-%37%-%6%

c

12*16-*33--7-318DHL
6%11%*%6%-%1%10%5%-%-%13%-%8%6%

kk

1**13*12321-*315TNT Express
9%1%2%5%3%4%7%6%10%41%-%2%7%5%

c

-1-822-*--2-29UK Mail
-%8%-%3%13%7%-%1%-%-%4%-%5%3%

-*-922-3---*29APC
-%1%-%3%10%6%-%6%-%-%-%1%4%3%

--17-213--1-*8FedEx
-%-%6%3%-%6%4%5%-%-%3%-%1%3%

-*15---5-----6DX
-%4%6%2%-%-%-%9%-%-%-%-%-%2%

cj

-*-4---4-----4Collect Plus
-%2%-%1%-%-%-%7%-%-%-%-%-%1%

j

--13-12------3Parcels to go
-%-%6%1%-%3%6%-%-%-%-%-%-%1%

j

---22--------2Interparcel
-%-%-%1%11%-%-%-%-%-%-%-%-%1%

---2--2------2Amazon
-%-%-%1%-%-%6%-%-%-%-%-%-%1%

1------------1Fastway Couriers
10%-%-%-%-%-%-%-%-%-%-%-%-%*%

cfjkl

-*-*--*-----*1Tuffnels
-%2%-%*%-%-%*%-%-%-%-%-%1%*%

-*-----------*Yodel
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

j
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*baSignificance Level: 95%
33424023717282447205521232352Unweighted total
10141026317322955193511541297Weighted total

--*----------*Business Post
-%-%3%-%-%-%-%-%-%-%-%-%-%*%

j

-*-----------*DHS
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

j

--**------*--*Neo Post
-%-%1%*%-%-%-%-%-%-%*%-%-%*%

--*----------*Eagle Couriers
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*One Post
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

*------------*Pitney Bowes
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

*------------*Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Local Courier
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

1211934*1*29--22Other answers
8%11%13%7%15%12%1%2%1%59%18%-%-%8%

aafj

NET: Provider other than
610619812282342153371326220RM only

65%70%60%75%72%86%79%76%79%100%72%86%62%74%

k
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
45307992531031412124228653352Unweighted total
302676423395129117164402297Weighted total

37320562353293*13-76Royal Mail
11%27%31%24%24%43%37%25%19%9%32%-%26%

b

44293719-2173-3-46DPD
13%16%14%16%20%-%23%15%16%-%7%-%15%

b

*30723102*1162*-30Parcelforce
*%11%11%10%10%16%1%9%37%44%1%-%10%

bbb

42552410--141*3-29UPS
12%9%8%10%11%-%-%12%6%7%8%-%10%

-195145*29--3-19Hermes
-%7%8%6%5%2%19%8%-%-%7%-%6%

4142163216--5-18DHL
14%5%4%7%3%18%15%5%-%-%12%-%6%

ah

1143123*-91-1115TNT Express
3%5%5%5%3%1%-%8%4%-%2%58%5%

27463--4-*2-9UK Mail
7%3%6%3%3%-%-%4%-%4%6%-%3%

-9*92--22*4-9APC
-%3%*%4%2%-%-%2%11%1%9%-%3%

eh

44172--3--3-8FedEx
14%1%2%3%2%-%-%2%-%-%8%-%3%

a

24*65*-*----6DX
6%2%1%2%5%4%-%*%-%-%-%-%2%

e

*4*42--*--2-4Collect Plus
1%1%*%2%2%-%-%*%-%-%4%-%1%

e

13-33-------3Parcels to go
2%1%-%1%4%-%-%-%-%-%-%-%1%

e

2--2---2----2Interparcel
6%-%-%1%-%-%-%2%-%-%-%-%1%

a

-2-2---2----2Amazon
-%1%-%1%-%-%-%2%-%-%-%-%1%

-11-*------*1Fastway Couriers
-%*%2%-%1%-%-%-%-%-%-%27%*%

a

****---*--*-1Tuffnels
1%*%*%*%-%-%-%*%-%-%1%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
45307992531031412124228653352Unweighted total
302676423395129117164402297Weighted total

-*-*---*----*Yodel
-%*%-%*%-%-%-%*%-%-%-%-%*%

-**---*-----*Business Post
-%*%*%-%-%-%3%-%-%-%-%-%*%

-*-**-------*DHS
-%*%-%*%*%-%-%-%-%-%-%-%*%

-****--*----*Neo Post
-%*%*%*%*%-%-%*%-%-%-%-%*%

-**-*-------*Eagle Couriers
-%*%*%-%*%-%-%-%-%-%-%-%*%

-**-----*---*One Post
-%*%*%-%-%-%-%-%1%-%-%-%*%

-*-*---*----*Pitney Bowes
-%*%-%*%-%-%-%*%-%-%-%-%*%

-*-**-------*Postal Sort
-%*%-%*%*%-%-%-%-%-%-%-%*%

*--**-------*Local Courier
*%-%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

32061772*7123*22Other answers
10%7%9%7%7%16%5%6%7%35%8%16%8%

NET: Provider other than
2719444177727688134272220RM only
89%73%69%76%76%57%63%75%81%91%68%100%74%

a
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1424316612340352Unweighted total
1173514316280297Weighted total

26133737476Royal Mail
22%39%26%17%26%26%

c

2142144146DPD
18%10%15%26%15%15%

1611422930Parcelforce
14%2%9%10%10%10%

b

7912-2929UPS
6%26%9%-%10%10%

ac

811041519Hermes
7%3%7%23%5%6%

7*1011718DHL
6%1%7%6%6%6%

62711415TNT Express
5%5%5%6%5%5%

4-6-99UK Mail
3%-%4%-%3%3%

6-4-99APC
5%-%3%-%3%3%

4*4-88FedEx
3%1%3%-%3%3%

42*-66DX
3%5%*%-%2%2%

aa

2*2-44Collect Plus
1%1%1%-%1%1%

-13-33Parcels to go
-%2%2%-%1%1%

2---22Interparcel
2%-%-%-%1%1%

--2-22Amazon
-%-%1%-%1%1%

1---11Fastway Couriers
1%-%-%-%*%*%

*-*-11Tuffnels
*%-%*%-%*%*%

*---**Yodel
*%-%-%-%*%*%

*---**Business Post
*%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1424316612340352Unweighted total
1173514316280297Weighted total

*---**DHS
*%-%-%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

-*--**Eagle Couriers
-%*%-%-%*%*%

--*-**One Post
-%-%*%-%*%*%

--*-**Pitney Bowes
-%-%*%-%*%*%

*---**Postal Sort
*%-%-%-%*%*%

--*-**Local Courier
-%-%*%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%

721122122Other answers
6%6%8%11%7%8%

NET: Provider other than
912110614207220RM only
78%61%74%83%74%74%

b
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
16114447373151-3-528124191352Unweighted total
1161324922274*-1-41894181297Weighted total

32387670*-*-24264476Royal Mail
28%29%14%28%26%100%-%41%-%48%22%28%25%26%

aa

181611442--*--4152746DPD
16%12%23%17%15%-%-%59%-%-%20%16%15%15%

1398427----2291830Parcelforce
11%7%17%16%10%-%-%-%-%48%9%10%10%10%

b

12125227-----2101729UPS
10%9%10%7%10%-%-%-%-%-%9%11%9%10%

4132-19------41519Hermes
3%10%5%-%7%-%-%-%-%-%-%4%9%6%

c

773*18-----*71018DHL
6%5%7%*%6%-%-%-%-%-%1%8%6%6%

473213-----221015TNT Express
4%5%7%8%5%-%-%-%-%-%11%2%6%5%

64-37-----3349UK Mail
5%3%-%13%2%-%-%-%-%-%16%3%2%3%

abi

27-*9-----*279APC
2%6%-%1%3%-%-%-%-%-%1%2%4%3%

42226-----2248FedEx
3%2%4%8%2%-%-%-%-%-%10%2%2%3%

52--6------526DX
4%1%-%-%2%-%-%-%-%-%-%5%1%2%

a

22-*4-----*224Collect Plus
2%1%-%1%1%-%-%-%-%-%2%2%1%1%

211-3------223Parcels to go
2%*%2%-%1%-%-%-%-%-%-%2%1%1%

2---2------2-2Interparcel
2%-%-%-%1%-%-%-%-%-%-%2%-%1%

--2-2-------22Amazon
-%-%4%-%1%-%-%-%-%-%-%-%1%1%

bc

**--1------**1Fastway Couriers
*%*%-%-%*%-%-%-%-%-%-%1%*%*%

***-1------**1Tuffnels
*%*%1%-%*%-%-%-%-%-%-%*%*%*%

*---*------*-*Yodel
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

--*-*-------**Business Post
-%-%1%-%*%-%-%-%-%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
16114447373151-3-528124191352Unweighted total
1161324922274*-1-41894181297Weighted total

--*-*-------**DHS
-%-%1%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Neo Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Eagle Couriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

-*--*-------**One Post
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Pitney Bowes
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*--*-----*---*Postal Sort
*%-%-%*%-%-%-%-%-%2%-%-%-%*%

-*--*-------**Local Courier
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

7114*22----**71522Other answers
6%9%7%1%8%-%-%-%-%4%1%8%8%8%

NET: Provider other than
84944216204--*-21468136220RM only
72%71%86%72%74%-%-%59%-%52%78%72%75%74%

bc
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13312518215258120241257198236352Unweighted total
*2173717421383198195143171297Weighted total

*2*1-44960286456405276Royal Mail
100%89%21%18%-%53%28%28%34%32%29%28%30%26%

-*-*2*2732122830182546DPD
-%6%-%3%72%2%16%15%15%14%15%12%15%15%

-----*201871620151430Parcelforce
-%-%-%-%-%4%11%8%8%8%10%10%8%10%

---2-2122142115111429UPS
-%-%-%25%-%23%7%10%5%11%8%8%8%10%

---4--916101113131119Hermes
-%-%-%51%-%-%5%8%11%6%7%9%7%6%

---*-*1012312108718DHL
-%-%-%1%-%4%6%5%4%6%5%6%4%6%

---*-1683975715TNT Express
-%-%-%2%-%11%4%4%4%4%4%3%4%5%

--1---56386349UK Mail
-%-%76%-%-%-%3%3%4%4%3%2%2%3%

-----*79547779APC
-%-%-%-%-%1%4%4%7%2%4%5%4%3%

d

------36133238FedEx
-%-%-%-%-%-%2%3%1%2%1%1%2%3%

--*---66146666DX
-%-%3%-%-%-%3%3%1%2%3%4%3%2%

------44224444Collect Plus
-%-%-%-%-%-%2%2%2%1%2%3%2%1%

----1-31-33233Parcels to go
-%-%-%-%23%-%2%*%-%2%2%1%2%1%

-------2-----2Interparcel
-%-%-%-%-%-%-%1%-%-%-%-%-%1%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

------1*-*1-11Fastway Couriers
-%-%-%-%-%-%1%*%-%*%1%-%1%*%

-------*-*---1Tuffnels
-%-%-%-%-%-%-%*%-%*%-%-%-%*%

------********Yodel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------***-**-*Business Post
-%-%-%-%-%-%*%*%*%-%*%*%-%*%

--------*----*DHS
-%-%-%-%-%-%-%-%*%-%-%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13312518215258120241257198236352Unweighted total
*2173717421383198195143171297Weighted total

----*-********Neo Post
-%-%-%-%4%-%*%*%*%*%*%*%*%*%

----*--*--*-**Eagle Couriers
-%-%-%-%4%-%-%*%-%-%*%-%*%*%

------**-*****One Post
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------*---****Pitney Bowes
-%-%-%-%-%-%*%-%-%-%*%*%*%*%

-*-----*******Postal Sort
-%5%-%-%-%-%-%*%*%*%*%*%*%*%

------*-*-*-**Local Courier
-%-%-%-%-%-%*%-%*%-%*%-%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-*-*2*151671618131722Other answers
-%5%-%1%68%3%9%8%9%8%9%9%10%8%

NET: Provider other than
-*163312615355134139103120220RM only
-%11%79%82%100%47%72%72%66%68%71%72%70%74%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3716951632-2-4610219352Unweighted total
138593562*-*-556181297Weighted total

-16141116*-*-3225676Royal Mail
-%41%23%30%26%35%-%35%-%65%39%32%31%26%

c

-51249*-*--232346DPD
-%12%21%11%14%65%-%65%-%-%37%49%13%15%

*2828-----111430Parcelforce
30%6%13%6%13%-%-%-%-%-%19%15%8%10%

-24-9-------2129UPS
-%6%7%-%14%-%-%-%-%-%-%-%11%10%

b

-3326-------1119Hermes
-%7%5%5%9%-%-%-%-%-%-%-%6%6%

-2*52-----*-1218DHL
-%6%1%14%4%-%-%-%-%-%2%-%7%6%

c

-*3*3-------915TNT Express
-%1%6%1%5%-%-%-%-%-%-%-%5%5%

*2-31----2--69UK Mail
20%5%-%7%2%-%-%-%-%34%-%-%3%3%

c

-*25------**49APC
-%1%3%15%-%-%-%-%-%-%3%1%2%3%

acd

-1**1-------38FedEx
-%3%1%1%2%-%-%-%-%-%-%-%2%3%

*32---------46DX
50%9%3%-%-%-%-%-%-%-%-%-%2%2%

ab

--22--------24Collect Plus
-%-%3%5%-%-%-%-%-%-%-%-%1%1%

--2-2-------33Parcels to go
-%-%3%-%3%-%-%-%-%-%-%-%2%1%

-------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

-------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

----1-------*1Fastway Couriers
-%-%-%-%2%-%-%-%-%-%-%-%*%*%

------------*1Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

-*----------**Yodel
-%1%-%-%-%-%-%-%-%-%-%-%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3716951632-2-4610219352Unweighted total
138593562*-*-556181297Weighted total

---*---------*Business Post
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

-------------*DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*--*-------**Neo Post
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

----*--------*Eagle Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

---*--------**One Post
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

-*-----------*Pitney Bowes
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

--*---------**Postal Sort
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

---*---------*Local Courier
-%-%-%*%-%-%-%-%-%-%-%-%-%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-1845----*-*1522Other answers
-%2%14%10%8%-%-%-%-%1%-%3%8%8%

d

NET: Provider other than
122452546*-*-234125220RM only

100%59%77%70%74%65%-%65%-%35%61%68%69%74%

d
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192381442085213176752735158352Unweighted total

9186115182356156338724441297Weighted total

6507511115111121181376Royal Mail
60%27%66%1%31%23%33%23%30%29%41%32%26%

a

-309373*25*9142346DPD
-%16%8%20%9%1%16%7%24%19%4%8%15%

babb

*203283212*542530Parcelforce
1%11%2%15%9%26%7%9%13%5%5%12%10%

b

-159206-1422117*29UPS
-%8%8%11%18%-%9%59%4%15%15%*%10%

aa

211217*-11--63219Hermes
19%6%2%9%1%-%7%-%-%8%8%5%6%

bdd

19711327-433218DHL
12%5%6%6%9%29%5%-%11%4%6%6%6%

-72123*6-*52215TNT Express
-%4%2%7%8%3%4%-%*%7%4%4%5%

b

-637*-7-422-9UK Mail
-%3%3%4%1%-%5%-%9%3%5%-%3%

a

-7-9--4-*2-29APC
-%4%-%5%-%-%2%-%*%2%-%5%3%

b

*326*-3-2-*18FedEx
1%1%2%3%*%-%2%-%6%-%*%3%3%

c

*6*62-2--2*26DX
1%3%*%3%5%-%1%-%-%2%1%4%2%

b

-4*4--2-*2--4Collect Plus
-%2%*%2%-%-%1%-%1%2%-%-%1%

-3-3-12---223Parcels to go
-%2%-%2%-%17%2%-%-%-%4%4%1%

---2--------2Interparcel
-%-%-%1%-%-%-%-%-%-%-%-%1%

---2--------2Amazon
-%-%-%1%-%-%-%-%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 26  (continuation)                                                                                                                                                    Page 603

QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192381442085213176752735158352Unweighted total

9186115182356156338724441297Weighted total

-1**--*----*1Fastway Couriers
-%1%*%*%-%-%*%-%-%-%-%1%*%

--**--*-*-*-1Tuffnels
-%-%*%*%-%-%*%-%1%-%*%-%*%

-*-*--*-*---*Yodel
-%*%-%*%-%-%*%-%1%-%-%-%*%

-*-*--------*Business Post
-%*%-%*%-%-%-%-%-%-%-%-%*%

---*--------*DHS
-%-%-%*%-%-%-%-%-%-%-%-%*%

****-*---*--*Neo Post
1%*%*%*%-%1%-%-%-%*%-%-%*%

*-*---------*Eagle Couriers
1%-%*%-%-%-%-%-%-%-%-%-%*%

-*-*--*---*-*One Post
-%*%-%*%-%-%*%-%-%-%*%-%*%

-*-*--------*Pitney Bowes
-%*%-%*%-%-%-%-%-%-%-%-%*%

-*-*--*--*--*Postal Sort
-%*%-%*%-%-%*%-%-%*%-%-%*%

-*-*--------*Local Courier
-%*%-%*%-%-%-%-%-%-%-%-%*%

*-*---*----**Global Mailing
1%-%*%-%-%-%*%-%-%-%-%*%*%

*173194-12*252622Other answers
5%9%3%11%10%-%8%2%6%6%6%15%8%

b

NET: Provider other than
413640181245105227512628220RM only

40%73%34%99%69%77%67%77%70%71%59%68%74%

b
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
-61208103169723322416477352Unweighted total
-3315066144541917713762297Weighted total

-4451260465061376Royal Mail
-%12%30%17%42%7%30%29%44%5%26%

acaa

-323131711228171146DPD
-%9%15%19%12%20%11%16%13%17%15%

-512779-2061030Parcelforce
-%15%8%11%5%17%-%11%4%17%10%

bbb

-3147174-1513729UPS
-%10%9%11%12%7%-%9%10%12%10%

-493932118419Hermes
-%12%6%4%6%5%9%6%6%6%6%

-374102389318DHL
-%9%5%7%7%4%15%4%6%5%6%

a

-45454254415TNT Express
-%11%3%5%3%7%9%3%3%7%5%

b

--4-6215539UK Mail
-%-%3%-%4%3%6%3%4%5%3%

-2722226*49APC
-%6%5%3%1%3%9%3%*%6%3%

b

--2*21*3218FedEx
-%-%2%1%2%2%1%1%2%2%3%

-*6222-64-6DX
-%*%4%3%2%3%-%3%3%-%2%

--22*2-4*24Collect Plus
-%-%1%3%*%3%-%2%*%3%1%

b

--231313123Parcels to go
-%-%1%4%*%5%3%2%1%4%1%

b

----------2Interparcel
-%-%-%-%-%-%-%-%-%-%1%

----------2Amazon
-%-%-%-%-%-%-%-%-%-%1%

-11**--1*-1Fastway Couriers
-%3%1%1%*%-%-%1%*%-%*%

----**---*1Tuffnels
-%-%-%-%*%*%-%-%-%1%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
-61208103169723322416477352Unweighted total
-3315066144541917713762297Weighted total

--*--*-*-**Yodel
-%-%*%-%-%1%-%*%-%*%*%

-------*--*Business Post
-%-%-%-%-%-%-%*%-%-%*%

----------*DHS
-%-%-%-%-%-%-%-%-%-%*%

-***-***-**Neo Post
-%*%*%*%-%*%1%*%-%*%*%

--*---*---*Eagle Couriers
-%-%*%-%-%-%1%-%-%-%*%

---*-*-*-**One Post
-%-%-%*%-%*%-%*%-%*%*%

-**----*--*Pitney Bowes
-%*%*%-%-%-%-%*%-%-%*%

-****-*-*-*Postal Sort
-%*%*%*%*%-%1%-%*%-%*%

-***---*--*Local Courier
-%*%*%*%-%-%-%*%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%

-51610781167822Other answers
-%15%11%16%5%15%6%9%5%13%8%

bb

NET: Provider other than
-29105558450131267658220RM only
-%88%70%83%58%93%70%71%56%95%74%

bbbb
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226572145180-5116994352Unweighted total
1121142115136168453105147-2411868297Weighted total

137412740512132645-3311476Royal Mail
51%31%29%23%29%31%42%24%25%31%-%13%26%21%26%

c

-18201718252101822-*13946DPD
-%15%14%15%13%15%40%19%17%15%-%2%11%13%15%

cc

*914121514*2614-312630Parcelforce
25%7%10%11%11%8%12%4%5%9%-%14%10%9%10%

-1013121114-91018-411829UPS
-%8%9%10%8%8%-%16%9%12%-%17%10%11%10%

-9781010-295-210619Hermes
-%7%5%7%8%6%-%4%8%3%-%8%9%9%6%

*59577-8109-38818DHL
9%4%6%4%5%4%-%15%10%6%-%14%7%11%6%

a

-57857-276-33315TNT Express
-%4%5%7%4%4%-%3%6%4%-%14%2%5%5%

ab

-42534*146--129UK Mail
-%3%1%4%2%2%6%1%4%4%-%-%1%3%3%

-47477-**4-*729APC
-%3%5%3%5%4%-%*%*%3%-%*%6%3%3%

-12222-122--2*8FedEx
-%1%1%2%1%1%-%2%2%2%-%-%1%*%3%

-46236--22-*626DX
-%3%4%2%3%3%-%-%2%1%-%*%5%3%2%

-24244---2--224Collect Plus
-%2%3%1%3%2%-%-%-%1%-%-%1%3%1%

-23323--32--2-3Parcels to go
-%1%2%3%1%2%-%-%3%1%-%-%2%-%1%

--------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

--------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

-1*--1--*-----1Fastway Couriers
-%1%*%-%-%1%-%-%*%-%-%-%-%-%*%

---*----**----1Tuffnels
-%-%-%*%-%-%-%-%*%*%-%-%-%-%*%

---***-***--***Yodel
-%-%-%*%*%*%-%1%*%*%-%-%*%*%*%

-**-*------****Business Post
-%*%*%-%*%-%-%-%-%-%-%1%*%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226572145180-5116994352Unweighted total
1121142115136168453105147-2411868297Weighted total

--------------*DHS
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--****--**-****Neo Post
-%-%*%*%*%*%-%-%*%*%-%*%*%*%*%

--------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*****---*---**One Post
-%*%*%*%*%*%-%-%-%*%-%-%-%*%*%

--*-**-----**-*Pitney Bowes
-%-%*%-%*%*%-%-%-%-%-%*%*%-%*%

-*-***-***-**-*Postal Sort
-%*%-%*%*%*%-%*%*%*%-%*%*%-%*%

--*--*--------*Local Courier
-%-%*%-%-%*%-%-%-%-%-%-%-%-%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

*1311121217-51111-412622Other answers
15%11%8%10%9%10%-%10%10%8%-%17%11%9%8%

NET: Provider other than
183101889611624079102-218754220RM only

49%69%71%77%71%69%58%76%75%69%-%87%74%79%74%

b
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
815712151193314312887116352Unweighted total
6166121151402134916681297Weighted total

163236324921132276Royal Mail
18%40%56%15%31%23%20%27%24%19%27%26%

22-218234679946DPD
31%12%-%15%16%16%20%18%8%13%11%15%

22*21014231271030Parcelforce
28%13%5%16%9%10%12%8%13%10%13%10%

1---101346146829UPS
18%-%-%-%8%9%17%19%16%10%10%10%

-1221072-49519Hermes
-%6%30%15%9%5%9%-%4%13%6%6%

dcd

*-*-392452718DHL
5%-%4%-%3%6%11%13%6%3%9%6%

b

-2-*410*256615TNT Express
-%10%-%2%4%7%1%6%5%9%8%5%

-1-244--4319UK Mail
-%9%-%14%4%3%-%-%4%5%2%3%

-2--47*-4229APC
-%10%-%-%3%5%*%-%4%3%2%3%

----13-11128FedEx
-%-%-%-%1%2%-%3%1%2%3%3%

---*26--*226DX
-%-%-%4%2%4%-%-%1%3%2%2%

-2---2--2224Collect Plus
-%10%-%-%-%1%-%-%2%2%2%1%

----23--3223Parcels to go
-%-%-%-%1%3%-%-%4%3%3%1%

-----------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%1%

-----------2Amazon
-%-%-%-%-%-%-%-%-%-%-%1%

----1*-----1Fastway Couriers
-%-%-%-%1%*%-%-%-%-%-%*%

--------**-1Tuffnels
-%-%-%-%-%-%-%-%*%*%-%*%

-----*-***-*Yodel
-%-%-%-%-%*%-%1%*%*%-%*%

--*-**-----*Business Post
-%-%5%-%*%*%-%-%-%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
815712151193314312887116352Unweighted total
6166121151402134916681297Weighted total

-----------*DHS
-%-%-%-%-%-%-%-%-%-%-%*%

-----*--*-**Neo Post
-%-%-%-%-%*%-%-%*%-%*%*%

-----------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

--------*--*One Post
-%-%-%-%-%-%-%-%*%-%-%*%

-----*-----*Pitney Bowes
-%-%-%-%-%*%-%-%-%-%-%*%

----**--*--*Postal Sort
-%-%-%-%*%*%-%-%*%-%-%*%

-----*-----*Local Courier
-%-%-%-%-%*%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

*-*212132295422Other answers
1%-%5%18%11%9%11%6%10%8%5%8%

NET: Provider other than
510310801081625695359220RM only

82%60%44%85%69%77%80%73%76%81%73%74%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122792130321243344307327288322352Unweighted total
1997610230293263202289249271231264297Weighted total

6017561-176043716366566576Royal Mail
30%22%52%27%-%18%23%21%24%25%24%24%25%26%

3211*39-144134463743383946DPD
16%14%1%17%-%15%15%17%16%15%16%16%15%15%

1515123-132724292727192730Parcelforce
8%20%10%10%-%14%10%12%10%11%10%8%10%10%

b

139217-132922292827242729UPS
7%12%24%7%-%14%11%11%10%11%10%10%10%10%

99-16-51912191719171719Hermes
4%11%-%7%-%6%7%6%7%7%7%7%6%6%

b

101-9-121513181617141718DHL
5%2%-%4%-%13%6%6%6%6%6%6%7%6%

ab

112*9-71312151213131315TNT Express
5%3%3%4%-%8%5%6%5%5%5%5%5%5%

52-6**94989999UK Mail
3%3%-%3%7%*%4%2%3%3%3%4%4%3%

c

9*-92*74947779APC
5%*%-%4%93%*%3%2%3%1%3%3%3%3%

7*-7-166846468FedEx
3%*%-%3%-%1%2%3%3%2%2%2%2%3%

6*-6-164656666DX
3%*%-%3%-%1%2%2%2%2%2%3%2%2%

4--4--44444444Collect Plus
2%-%-%2%-%-%1%2%1%2%1%2%1%1%

22-3-133333233Parcels to go
1%2%-%2%-%1%1%1%1%1%1%1%1%1%

-2-2--22222222Interparcel
-%2%-%1%-%-%1%1%1%1%1%1%1%1%

b

2--2--22222-22Amazon
1%-%-%1%-%-%1%1%1%1%1%-%1%1%

1--1-11-111111Fastway Couriers
*%-%-%*%-%1%*%-%*%*%*%*%*%*%

*--*-********1Tuffnels
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-*-*--********Yodel
-%*%-%*%-%-%*%*%*%*%*%*%*%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122792130321243344307327288322352Unweighted total
1997610230293263202289249271231264297Weighted total

*--*-******-**Business Post
*%-%-%*%-%*%*%*%*%*%*%-%*%*%

*--*--********DHS
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-*********Neo Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Eagle Couriers
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*--*-******One Post
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

*--*-*********Pitney Bowes
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

-*-*-**-*-****Postal Sort
-%*%-%*%-%*%*%-%*%-%*%*%*%*%

*--*--********Local Courier
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

175118-102217222121192122Other answers
9%7%11%8%-%10%9%9%8%9%8%8%8%8%

NET: Provider other than
139605169276203159218186205175199220RM only

70%78%48%73%100%82%77%79%76%75%76%76%75%74%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 26  (continuation)                                                                                                                                                    Page 612

QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1611911763413850231712817113299352Unweighted total
142155149301184020354233637258297Weighted total

3641281236953155521*6276Royal Mail
25%26%19%40%31%21%26%28%24%33%5%24%26%

cc

301622816329143114*4046DPD
21%10%15%26%13%8%14%26%13%22%7%16%15%

abc

1614191103216264-2830Parcelforce
12%9%13%5%9%8%10%11%11%7%-%11%10%

920163101015424522129UPS
6%13%11%11%8%24%7%8%10%8%23%8%10%

bab

7129*104123172*1819Hermes
5%8%6%1%8%10%6%5%7%4%4%7%6%

10712*5114318*-1818DHL
7%5%8%1%4%3%7%5%8%1%-%7%6%

a

699*631029611315TNT Express
4%6%6%*%5%6%5%3%4%9%10%5%5%

554*5*8154*99UK Mail
3%3%3%1%5%*%4%3%2%7%2%4%3%

64424-9-72-99APC
4%2%2%6%3%-%5%-%3%3%-%4%3%

534-4*6262-88FedEx
3%2%3%-%3%*%3%3%3%3%-%3%3%

245-1-516--66DX
1%3%3%-%1%-%3%2%3%-%-%2%2%

*4-22-4-4--44Collect Plus
*%2%-%7%2%-%2%-%2%-%-%2%1%

c

122-1-3-3--33Parcels to go
1%2%2%-%1%-%2%-%1%-%-%1%1%

2---2--22--22Interparcel
1%-%-%-%2%-%-%3%1%-%-%1%1%

b

-22---2--22-2Amazon
-%1%1%-%-%-%1%-%-%3%25%-%1%

b

***-***-**-*1Fastway Couriers
*%*%*%-%*%1%*%-%*%1%-%*%*%

***-*-**1--11Tuffnels
*%*%*%-%*%-%*%1%*%-%-%*%*%

*---*--**---*Yodel
*%-%-%-%*%-%-%1%*%-%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
1611911763413850231712817113299352Unweighted total
142155149301184020354233637258297Weighted total

*---*--**--**Business Post
*%-%-%-%*%-%-%1%*%-%-%*%*%

-*--*-*-*--**DHS
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-*--**-*--**Neo Post
*%-%*%-%-%*%*%-%*%-%-%*%*%

*-*--*--*--**Eagle Couriers
*%-%*%-%-%*%-%-%*%-%-%*%*%

-**---*--*--*One Post
-%*%*%-%-%-%*%-%-%*%-%-%*%

*-*---*-*--**Pitney Bowes
*%-%*%-%-%-%*%-%*%-%-%*%*%

-*--*--**--**Postal Sort
-%*%-%-%*%-%-%*%*%-%-%*%*%

*---*-*-*--**Local Courier
*%-%-%-%*%-%*%-%*%-%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

7161418712322*21922Other answers
5%10%9%2%6%18%6%6%10%*%27%7%8%

aba

NET: Provider other than
10611412118823115039178427196220RM only

75%74%81%60%69%79%74%72%76%67%95%76%74%

ab
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*adc*baSignificance Level: 95%
16534181530142831421453352Unweighted total
1021777146131419522297Weighted total

4*51*4*214*476Royal Mail
42%10%27%18%1%26%1%18%11%19%2%17%26%

1-111*1112-246DPD
12%-%7%15%16%1%18%8%8%11%-%10%15%

1-11122133*430Parcelforce
14%-%7%14%15%18%36%10%25%18%1%16%10%

--11111212-129UPS
-%-%5%15%14%7%16%15%7%11%-%4%10%

-11-12-222-219Hermes
-%65%7%-%14%14%-%15%14%10%-%9%6%

1*31-1*1112318DHL
11%3%18%16%-%9%1%9%9%6%49%15%6%

--2-1-----1115TNT Express
-%-%12%-%16%-%-%-%-%-%23%5%5%

--2*111111-19UK Mail
-%-%10%4%21%8%24%8%10%7%-%6%3%

--*--*****-*9APC
-%-%1%-%-%*%1%1%*%*%-%*%3%

--1--1-112-18FedEx
-%-%6%-%-%8%-%8%8%11%-%5%3%

---*-*----**6DX
-%-%-%1%-%*%-%-%-%-%1%*%2%

------------4Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%1%

---1-------13Parcels to go
-%-%-%15%-%-%-%-%-%-%-%5%1%

------------2Interparcel
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------2Amazon
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------1Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------1Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Yodel
-%-%-%-%-%-%-%-%-%-%-%-%*%

-*---*-----**Business Post
-%18%-%-%-%2%-%-%-%-%-%1%*%

------------*DHS
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*adc*baSignificance Level: 95%
16534181530142831421453352Unweighted total
1021777146131419522297Weighted total

---*-*-*-*-**Neo Post
-%-%-%1%-%*%-%*%-%*%-%*%*%

------------*Eagle Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*One Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Postal Sort
-%-%-%-%-%-%-%-%-%-%-%-%*%

---*--------*Local Courier
-%-%-%1%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%1%*%*%

2****1*1111222Other answers
21%21%1%1%3%9%3%8%7%6%24%7%8%

NET: Provider other than
611367106111216418220RM only

58%90%73%82%99%74%99%82%89%81%98%83%74%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*ihg*f*ed*c*baSignificance Level: 95%
18213629343125177991538352Unweighted total
223027373124161040131630297Weighted total

85814924111*11276Royal Mail
37%18%31%37%28%10%25%11%29%4%5%38%26%

ggg

4467325-56-646DPD
18%12%21%18%8%10%30%-%11%44%-%19%15%

*5*4441342*430Parcelforce
*%15%1%10%12%15%7%32%9%13%3%14%10%

jj

4-4444-2223229UPS
18%-%14%10%11%15%-%16%5%13%17%6%10%

-4*244-12-2219Hermes
-%12%*%4%12%15%-%6%6%-%11%6%6%

jj

*-12232*52--18DHL
1%-%4%5%7%14%12%3%14%13%-%-%6%

aa

*232*21-2-2115TNT Express
1%6%10%4%*%10%7%-%5%-%12%2%5%

--2*1--12-4*9UK Mail
-%-%7%*%2%-%-%9%5%-%23%1%3%

-2*22---*2-29APC
-%6%1%4%6%-%-%-%*%14%-%6%3%

d

-3*2-*-12--*8FedEx
-%9%*%4%-%1%-%10%5%-%-%1%3%

----2*--*-326DX
-%-%-%-%5%*%-%-%*%-%17%6%2%

d

2--2--*-----4Collect Plus
9%-%-%4%-%-%2%-%-%-%-%-%1%

-21-----1---3Parcels to go
-%6%2%-%-%-%-%-%3%-%-%-%1%

-2----------2Interparcel
-%6%-%-%-%-%-%-%-%-%-%-%1%

--2---------2Amazon
-%-%7%-%-%-%-%-%-%-%-%-%1%

d

-----*-----*1Fastway Couriers
-%-%-%-%-%2%-%-%-%-%-%2%*%

--*--**-----1Tuffnels
-%-%*%-%-%1%2%-%-%-%-%-%*%

------*-----*Yodel
-%-%-%-%-%-%2%-%-%-%-%-%*%

--------*---*Business Post
-%-%-%-%-%-%-%-%1%-%-%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*ihg*f*ed*c*baSignificance Level: 95%
18213629343125177991538352Unweighted total
223027373124161040131630297Weighted total

-------*----*DHS
-%-%-%-%-%-%-%3%-%-%-%-%*%

-----*--*---*Neo Post
-%-%-%-%-%*%-%-%*%-%-%-%*%

-----*------*Eagle Couriers
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----*------*One Post
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----------**Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----------**Postal Sort
-%-%-%-%-%-%-%-%-%-%-%*%*%

--------*---*Local Courier
-%-%-%-%-%-%-%-%*%-%-%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

432122313-2*22Other answers
16%9%8%3%7%9%17%11%7%-%12%1%8%

NET: Provider other than
14241923222212928131519220RM only
63%82%69%63%72%90%75%89%71%96%95%62%74%

adj
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
759412162352Unweighted total
79926659297Weighted total

2225171376Royal Mail
28%27%25%22%26%

131291146DPD
17%13%14%19%15%

5118730Parcelforce
6%12%12%11%10%

8114629UPS
10%12%6%11%10%

493319Hermes
5%10%4%6%6%

178218DHL
1%8%12%3%6%

ad

543215TNT Express
6%5%5%4%5%

21349UK Mail
3%1%4%6%3%

c

24*49APC
3%4%*%6%3%

bb

323*8FedEx
4%2%5%*%3%

-2*46DX
-%2%*%7%2%

bd

22*-4Collect Plus
2%2%*%-%1%

2-1-3Parcels to go
3%-%2%-%1%

2---2Interparcel
2%-%-%-%1%

2---2Amazon
2%-%-%-%1%

-*-*1Fastway Couriers
-%1%-%1%*%

***-1Tuffnels
*%*%*%-%*%

--*-*Yodel
-%-%*%-%*%

--*-*Business Post
-%-%*%-%*%

--*-*DHS
-%-%*%-%*%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
759412162352Unweighted total
79926659297Weighted total

-**-*Neo Post
-%*%*%-%*%

-*--*Eagle Couriers
-%*%-%-%*%

-*--*One Post
-%*%-%-%*%

---**Pitney Bowes
-%-%-%*%*%

---**Postal Sort
-%-%-%*%*%

--*-*Local Courier
-%-%*%-%*%

--*-*Global Mailing
-%-%*%-%*%

857222Other answers
10%6%10%4%8%

NET: Provider other than
57675046220RM only
72%73%75%78%74%
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QV4. Second provider selected (And who does your organisation use for its postal service?)
Base: All selecting more than one provider

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
106112618383102569107Unweighted total

5112262151138589Weighted total

*-2452**11517Royal Mail
6%-%19%15%26%35%33%49%31%18%19%

1*342*--*1415Hermes
18%22%25%17%10%5%-%-%8%17%16%

2*-721-**1314Parcelforce
36%31%-%26%8%12%-%16%12%16%16%

*-227**-*1314FedEx
3%-%14%6%35%10%33%-%9%16%16%

2**351***1213DHL
33%22%1%13%22%22%67%24%14%14%14%

**-431**11112UPS
4%22%-%17%15%23%33%18%23%13%14%

--132*-**1111DPD
-%-%9%12%10%4%-%11%3%13%13%

2*-221**167TNT Express
39%15%-%6%9%24%46%16%23%7%8%

a

---2-----44Yodel
-%-%-%7%-%-%-%-%-%4%4%

-*-*-*--*22UK Mail
-%22%-%1%-%5%-%-%8%2%3%

--2-*----22APC
-%-%17%-%1%-%-%-%-%3%3%

---1-----11DX
-%-%-%4%-%-%-%-%-%1%1%

---*-----**Pitney Bowes
-%-%-%2%-%-%-%-%-%1%1%

----*----**Business Post
-%-%-%-%1%-%-%-%-%*%*%

-*---*--*-*Secured Mail
-%22%-%-%-%5%-%-%8%-%*%

-----*-*--*Tuffnels
-%-%-%-%-%2%-%11%-%-%*%

-*---*-*--*Postal Sort
-%9%-%-%-%2%-%10%-%-%*%

**24*1-**56Other answers
1%9%14%13%1%12%-%38%6%6%7%

NET: Provider other than
51923153**27073RM only

94%100%81%85%74%65%67%51%69%82%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
91410742128175-15411107Unweighted total
242821127187-1851489Weighted total

11*14-42*3-4-117Royal Mail
67%32%7%17%-%34%26%2%44%-%21%-%8%19%

-1*1411-14-1-615Hermes
-%16%15%17%80%11%-%6%56%-%6%-%40%16%

11*12*116----414Parcelforce
30%32%2%15%20%9%15%35%-%-%-%-%25%16%

*--14-2*---102-14FedEx
5%-%-%17%-%17%3%-%-%-%54%37%-%16%

-*112-*251-21*13DHL
-%9%27%15%-%4%25%30%14%-%13%21%1%14%

*2*10**13--12312UPS
8%45%2%13%20%1%15%15%-%-%6%37%22%14%

-*111-31---42111DPD
-%3%34%13%-%25%15%-%-%-%20%37%7%13%

**-6-*-3*--2-7TNT Express
7%13%-%8%-%3%-%19%4%-%-%42%-%8%

---4-2--2----4Yodel
-%-%-%5%-%16%-%-%28%-%-%-%-%4%

-*-2-*2------2UK Mail
-%8%-%3%-%2%25%-%-%-%-%-%-%3%

-*-2--------22APC
-%8%-%2%-%-%-%-%-%-%-%-%14%3%

---1---1-----1DX
-%-%-%1%-%-%-%6%-%-%-%-%-%1%

*------------*Pitney Bowes
23%-%-%-%-%-%-%-%-%-%-%-%-%1%

--*----------*Business Post
-%-%15%-%-%-%-%-%-%-%-%-%-%*%

---*-*-------*Secured Mail
-%-%-%*%-%2%-%-%-%-%-%-%-%*%

---*--*------*Tuffnels
-%-%-%*%-%-%1%-%-%-%-%-%-%*%

*------------*Postal Sort
5%-%-%-%-%-%-%-%-%-%-%-%-%*%

***5--*3--2-*6Other answers
5%3%17%7%-%-%1%19%-%-%11%-%1%7%

NET: Provider other than
13267185174-1451373RM only

33%68%93%83%100%66%74%98%56%-%79%100%92%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
129534733523402223-107Unweighted total
107917723111432110-89Weighted total

3133145-*10--1-17Royal Mail
33%17%17%19%16%-%19%24%-%-%13%-%19%

1133129--5----15Hermes
13%17%15%17%31%-%-%12%-%-%-%-%16%

e

-1441031-62-2-14Parcelforce
-%18%21%14%10%78%-%13%97%-%21%-%16%

*14-147-*4-12-14FedEx
1%17%-%19%23%-%26%8%-%78%19%-%16%

b

2111125--5--3-13DHL
16%14%5%17%16%-%-%12%-%-%26%-%14%

39392--7--3-12UPS
26%12%19%12%7%-%-%16%-%-%31%-%14%

210294*-5-*2-11DPD
17%12%14%12%12%22%-%12%-%22%19%-%13%

-7161--2--4-7TNT Express
-%9%5%8%2%-%-%5%-%-%41%-%8%

-4222--2----4Yodel
-%5%11%3%6%-%-%4%-%-%-%-%4%

*212---2----2UK Mail
3%3%3%3%-%-%-%5%-%-%-%-%3%

2*-2---2----2APC
19%*%-%3%-%-%-%5%-%-%-%-%3%

-1-11-------1DX
-%1%-%1%3%-%-%-%-%-%-%-%1%

-*-*---*----*Pitney Bowes
-%1%-%1%-%-%-%1%-%-%-%-%1%

-**---*-----*Business Post
-%*%2%-%-%-%55%-%-%-%-%-%*%

-**----*----*Secured Mail
-%*%1%-%-%-%-%1%-%-%-%-%*%

*--*------*-*Tuffnels
1%-%-%*%-%-%-%-%-%-%1%-%*%

-*-**-------*Postal Sort
-%*%-%*%*%-%-%-%-%-%-%-%*%

*6424-*2*-*-6Other answers
1%7%21%3%12%-%55%4%3%-%4%-%7%

a

NET: Provider other than
7661458261*33219-73RM only

67%83%83%81%84%100%81%76%100%100%87%-%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
571337-107107Unweighted total
441432-8989Weighted total

647-1717Royal Mail
13%32%22%-%19%19%

716-1515Hermes
17%10%19%-%16%16%

914-1414Parcelforce
20%8%13%-%16%16%

924-1414FedEx
20%12%11%-%16%16%

319-1313DHL
6%9%28%-%14%14%

c

822-1212UPS
19%16%5%-%14%14%

a

9*2-1111DPD
20%1%8%-%13%13%

5-2-77TNT Express
10%-%7%-%8%8%

2-2-44Yodel
4%-%6%-%4%4%

**2-22UK Mail
1%2%6%-%3%3%

*2--22APC
1%14%-%-%3%3%

1---11DX
2%-%-%-%1%1%

--*-**Pitney Bowes
-%-%2%-%1%1%

*---**Business Post
1%-%-%-%*%*%

*---**Secured Mail
1%-%-%-%*%*%

--*-**Tuffnels
-%-%*%-%*%*%

*---**Postal Sort
*%-%-%-%*%*%

42*-66Other answers
9%12%1%-%7%7%

NET: Provider other than
38925-7373RM only
87%68%78%-%81%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
6728121790--1-3135040107Unweighted total
552771079--*-28453489Weighted total

1061116----*19717Royal Mail
18%20%21%7%20%-%-%-%-%3%8%20%21%19%

672411--*--42915Hermes
10%25%31%40%13%-%-%100%-%-%48%4%26%16%

b

103*212-----28414Parcelforce
19%12%4%21%15%-%-%-%-%-%27%18%10%16%

832212----2*6514FedEx
15%13%29%20%15%-%-%-%-%95%1%14%16%16%

471*13-----*4813DHL
8%25%22%1%16%-%-%-%-%-%1%10%25%14%

102-111-----19212UPS
19%6%-%14%13%-%-%-%-%-%18%20%5%14%

a

11**29----2-9111DPD
19%1%6%18%12%-%-%-%-%92%-%19%2%13%

a

6***6-----*6*7TNT Express
12%1%4%4%8%-%-%-%-%-%5%13%1%8%

a

22-22-----2-24Yodel
3%7%-%18%2%-%-%-%-%-%23%-%5%4%

2--12--*--*2-2UK Mail
4%-%-%5%2%-%-%100%-%-%4%4%-%3%

2---2------2-2APC
4%-%-%-%3%-%-%-%-%-%-%5%-%3%

1--1------1--1DX
2%-%-%10%-%-%-%-%-%-%13%-%-%1%

-*--*-------**Pitney Bowes
-%2%-%-%1%-%-%-%-%-%-%-%1%1%

--*-*-------**Business Post
-%-%4%-%*%-%-%-%-%-%-%-%1%*%

*--*---*-----*Secured Mail
*%-%-%2%-%-%-%100%-%-%-%-%-%*%

-*--*-------**Tuffnels
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*--*-----*---*Postal Sort
*%-%-%1%-%-%-%-%-%5%-%-%-%*%

42**6----**426Other answers
7%7%4%2%7%-%-%-%-%5%1%8%7%7%

NET: Provider other than
46225963--*-27362773RM only
82%80%79%93%80%-%-%100%-%97%92%80%79%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1141568754785806573107Unweighted total
-**2225866367464495789Weighted total

-----*141431415101317Royal Mail
-%-%-%-%-%16%25%22%9%19%23%20%22%19%

--**--118413118815Hermes
-%-%100%11%-%-%19%13%12%18%18%17%14%16%

-----29126911101114Parcelforce
-%-%-%-%-%89%16%18%17%13%17%21%19%16%

---2-*10117121281014FedEx
-%-%-%84%-%11%17%17%20%16%19%17%18%16%

-----*982997813DHL
-%-%-%-%-%2%16%13%5%12%14%14%14%14%

---2-*4851275712UPS
-%-%-%87%-%11%7%12%15%16%10%11%11%14%

----2-6951186711DPD
-%-%-%-%100%-%11%13%14%15%13%13%12%13%

---2-*27474447TNT Express
-%-%-%84%-%5%4%10%11%9%7%8%7%8%

------22-422-4Yodel
-%-%-%-%-%-%3%3%-%5%3%4%-%4%

---*---222***2UK Mail
-%-%-%11%-%-%-%3%5%3%*%*%*%3%

------22222222APC
-%-%-%-%-%-%3%3%5%3%3%4%3%3%

--------11---1DX
-%-%-%-%-%-%-%-%3%1%-%-%-%1%

------*****-**Pitney Bowes
-%-%-%-%-%-%1%1%1%1%1%-%1%1%

------***-**-*Business Post
-%-%-%-%-%-%1%*%1%-%*%1%-%*%

---*---*-*****Secured Mail
-%-%-%11%-%-%-%*%-%*%*%*%*%*%

-------*-*---*Tuffnels
-%-%-%-%-%-%-%*%-%*%-%-%-%*%

-*-----*******Postal Sort
-%100%-%-%-%-%-%*%*%*%*%*%*%*%

-*-*2-43446456Other answers
-%100%-%2%100%-%7%4%11%5%9%9%10%7%

NET: Provider other than
-**2224351336050394473RM only
-%100%100%100%100%84%75%78%91%81%77%80%78%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-222318171-1-44571107Unweighted total
-11201319*-*-5356189Weighted total

-2517-----121117Royal Mail
-%14%27%6%36%-%-%-%-%-%35%42%19%19%

-4313*-*--2-1115Hermes
-%36%14%7%18%100%-%100%-%-%62%-%18%16%

-2243----2--814Parcelforce
-%20%12%27%14%-%-%-%-%31%-%-%13%16%

-2333----2**1014FedEx
-%19%15%25%18%-%-%-%-%35%3%1%16%16%

-1314-----1-813DHL
-%12%14%7%20%-%-%-%-%-%35%-%12%14%

-*321-----*3912UPS
-%3%14%16%6%-%-%-%-%-%3%58%15%14%

-332*----4--711DPD
-%26%16%14%1%-%-%-%-%69%-%-%12%13%

-*22*-------77TNT Express
-%1%10%14%1%-%-%-%-%-%-%-%11%8%

--2-------2-24Yodel
-%-%9%-%-%-%-%-%-%-%62%-%3%4%

-*---*-*----22UK Mail
-%2%-%-%-%100%-%100%-%-%-%-%3%3%

--2---------22APC
-%-%10%-%-%-%-%-%-%-%-%-%3%3%

-----------1-1DX
-%-%-%-%-%-%-%-%-%-%-%22%-%1%

----*-------**Pitney Bowes
-%-%-%-%3%-%-%-%-%-%-%-%1%1%

---*---------*Business Post
-%-%-%2%-%-%-%-%-%-%-%-%-%*%

-*---*-*-----*Secured Mail
-%2%-%-%-%100%-%100%-%-%-%-%-%*%

------------**Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

--*---------**Postal Sort
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

-*2*3----*--46Other answers
-%*%10%3%17%-%-%-%-%1%-%-%7%7%

NET: Provider other than
-10151312*-*-5235073RM only
-%86%73%94%64%100%-%100%-%100%65%58%81%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
575565112469327251515107Unweighted total
262434671662182818989Weighted total

*1417-1*13*38*317Royal Mail
9%23%39%-%16%8%20%3%19%29%1%34%19%

a

29771111*425215Hermes
91%15%17%16%13%83%17%11%21%9%27%23%16%

-1159-*9-342*14Parcelforce
-%18%12%19%-%4%14%-%19%14%11%3%16%

-12771*11*252414FedEx
-%19%17%14%17%8%16%3%11%17%10%41%16%

-9494-4-242113DHL
-%15%9%19%61%-%6%-%12%14%10%8%14%

-767**12-362212UPS
-%11%13%14%2%14%17%-%15%21%11%18%14%

-856*-112612*11DPD
-%13%12%13%6%-%16%87%32%4%11%5%13%

-4252*5-16-*7TNT Express
-%7%3%12%25%4%7%-%4%21%-%1%8%

-222--4-22--4Yodel
-%3%4%4%-%-%6%-%10%7%-%-%4%

-*2*--2**2--2UK Mail
-%*%5%1%-%-%4%11%2%7%-%-%3%

-2*2--2---2-2APC
-%3%1%4%-%-%3%-%-%-%11%-%3%

---1--1--1--1DX
-%-%-%2%-%-%2%-%-%4%-%-%1%

-*-*--*----**Pitney Bowes
-%1%-%1%-%-%1%-%-%-%-%6%1%

-*-*--------*Business Post
-%*%-%1%-%-%-%-%-%-%-%-%*%

-*-*--**----*Secured Mail
-%*%-%1%-%-%*%11%-%-%-%-%*%

---*--*---*-*Tuffnels
-%-%-%*%-%-%*%-%-%-%1%-%*%

-*-*--*--*--*Postal Sort
-%*%-%*%-%-%*%-%-%*%-%-%*%

-6*6*-4-2*2-6Other answers
-%9%1%12%1%-%6%-%10%1%11%-%7%

b
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
575565112469327251515107Unweighted total
262434671662182818989Weighted total

NET: Provider other than
247274661532152018673RM only

91%77%61%100%84%92%80%97%81%71%99%66%81%

b
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbab*a*bab*aSignificance Level: 95%
-24604065209716520107Unweighted total
-1750306015460591689Weighted total

-412914**1414*17Royal Mail
-%26%24%29%24%2%6%24%24%1%19%

-175761118515Hermes
-%6%14%15%12%41%25%17%14%31%16%

-39573*116414Parcelforce
-%18%18%18%11%19%1%18%10%24%16%

-710512--1212-14FedEx
-%43%20%16%20%-%-%20%20%-%16%

-36471277113DHL
-%21%12%15%12%10%48%12%12%9%14%

-26193-79312UPS
-%14%12%3%15%19%-%11%16%17%14%

--72101*89211DPD
-%-%14%7%17%7%8%13%15%14%13%

-24*52*4527TNT Express
-%13%8%2%8%13%1%7%8%12%8%

----22-2224Yodel
-%-%-%-%3%13%-%3%3%12%4%

--*-2*-*2*2UK Mail
-%-%*%-%4%2%-%*%4%2%3%

--222--22-2APC
-%-%4%7%3%-%-%3%3%-%3%

-----1---11DX
-%-%-%-%-%7%-%-%-%7%1%

-*--*-*-*-*Pitney Bowes
-%3%-%-%1%-%13%-%1%-%1%

-------*--*Business Post
-%-%-%-%-%-%-%*%-%-%*%

--*--*-*-**Secured Mail
-%-%*%-%-%2%-%*%-%2%*%

-----*---**Tuffnels
-%-%-%-%-%1%-%-%-%1%*%

-****-*-*-*Postal Sort
-%1%*%*%*%-%3%-%*%-%*%

-*5422*6226Other answers
-%1%11%12%4%13%3%10%4%12%7%

NET: Provider other than
-1239214614446451573RM only
-%74%76%71%76%98%94%76%76%99%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
251585762711294673-215233107Unweighted total
*4047464756*203665-12392389Weighted total

*9125912-7914-28517Royal Mail
50%21%25%12%20%21%-%37%27%22%-%20%21%22%19%

-65988--611--5515Hermes
-%15%11%20%17%14%-%-%16%17%-%-%12%20%16%

-886911*129-19514Parcelforce
-%19%17%12%19%20%100%3%5%14%-%5%24%20%16%

*7117810-7610-78314FedEx
50%18%23%14%18%19%-%32%16%15%-%55%22%12%16%

-68578-329-25213DHL
-%15%18%10%15%15%-%16%5%13%-%15%12%10%14%

*551155-5912-34312UPS
50%12%12%23%11%10%-%26%25%18%-%21%9%11%14%

a

*76767-284--5111DPD
50%18%13%16%13%12%-%12%23%7%-%-%13%6%13%

a

-24544-236-24*7TNT Express
-%6%8%10%8%8%-%10%8%9%-%16%9%1%8%

---22----4---24Yodel
-%-%-%4%4%-%-%-%-%6%-%-%-%8%4%

b

-*-***--*2--*-2UK Mail
-%1%-%1%1%*%-%-%1%4%-%-%1%-%3%

-2-222--22--222APC
-%5%-%4%4%4%-%-%5%3%-%-%5%8%3%

---1---111----1DX
-%-%-%2%-%-%-%5%3%2%-%-%-%-%1%

-*---*---*----*Pitney Bowes
-%1%-%-%-%1%-%-%-%1%-%-%-%-%1%

-**-*------****Business Post
-%1%1%-%1%-%-%-%-%-%-%2%1%1%*%

-*-***--**--*-*Secured Mail
-%1%-%1%1%*%-%-%1%*%-%-%1%-%*%

---*-----*----*Tuffnels
-%-%-%*%-%-%-%-%-%*%-%-%-%-%*%

-*-***-***-**-*Postal Sort
-%*%-%*%*%*%-%*%*%*%-%1%*%-%*%

*26445-*42-*416Other answers
50%6%12%9%9%10%-%1%10%3%-%4%10%3%7%

NET: Provider other than
*3235413844*132651-10311873RM only

50%79%75%88%80%79%100%63%73%78%-%80%79%78%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dc*baSignificance Level: 95%
684348591417442436107Unweighted total
51044375191132213189Weighted total

-3*-9112242517Royal Mail
-%30%3%-%23%22%26%21%12%12%17%19%

22-365--92315Hermes
37%18%-%72%16%10%-%-%27%11%10%16%

-3-188*143314Parcelforce
-%32%-%28%20%15%2%6%14%14%9%16%

--4-6124466714FedEx
-%-%92%-%15%23%44%34%20%27%22%16%

*--146*241213DHL
2%-%-%28%12%12%3%19%12%6%7%14%

*2*-6942151012UPS
6%21%3%-%15%18%50%16%2%24%33%14%

c

11--78-135411DPD
21%10%-%-%19%16%-%10%8%23%13%13%

-2--242*2447TNT Express
-%21%-%-%7%8%27%2%7%18%14%8%

2-------4--4Yodel
37%-%-%-%-%-%-%-%11%-%-%4%

a

----*---*--2UK Mail
-%-%-%-%1%-%-%-%1%-%-%3%

----2-----22APC
-%-%-%-%5%-%-%-%-%-%6%3%

----1111-111DX
-%-%-%-%3%2%12%10%-%5%3%1%

-----------*Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%1%

--*-**-----*Business Post
-%-%8%-%1%1%-%-%-%-%-%*%

----*---*--*Secured Mail
-%-%-%-%1%-%-%-%1%-%-%*%

--------*--*Tuffnels
-%-%-%-%-%-%-%-%*%-%-%*%

----**--*--*Postal Sort
-%-%-%-%*%*%-%-%*%-%-%*%

2-*-26**2226Other answers
34%-%8%-%6%11%1%1%7%8%6%7%

NET: Provider other than
574429396928192673RM only

100%70%97%100%77%78%74%79%88%88%83%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
7231486149997410497998999107Unweighted total
5034467*418161868181728189Weighted total

107-15*71514171715131517Royal Mail
20%20%-%22%100%17%18%23%19%21%19%19%19%19%

5729-71311141313121315Hermes
11%22%50%14%-%17%16%19%17%16%16%17%16%16%

104311-4129131413131314Parcelforce
20%11%63%16%-%10%15%14%15%17%16%18%16%16%

77-10-121210121212121214FedEx
13%22%-%15%-%29%15%16%14%15%15%17%15%16%

b

75-7-5109131011101113DHL
15%15%-%10%-%13%12%14%15%12%14%14%14%14%

57*10-7117121111101112UPS
10%21%12%15%-%18%13%12%14%14%13%14%13%14%

72-9-611611111071011DPD
15%6%-%14%-%14%14%11%13%14%13%10%13%13%

52*6-575777677TNT Express
10%6%12%9%-%11%8%8%8%8%8%9%8%8%

-2-2-242424444Yodel
-%5%-%3%-%4%5%3%4%2%5%5%5%4%

b

2--2--22222*22UK Mail
5%-%-%3%-%-%3%4%2%3%3%*%3%3%

*2-2--22222222APC
1%6%-%3%-%-%3%4%3%3%3%3%3%3%

-1-1-111111111DX
-%3%-%2%-%3%1%2%1%1%1%1%1%1%

*--*-*********Pitney Bowes
1%-%-%1%-%1%1%1%1%1%1%1%1%1%

*--*-******-**Business Post
1%-%-%*%-%1%*%*%*%*%*%-%*%*%

*--*--********Secured Mail
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*--*-*-****Tuffnels
*%-%-%*%-%-%*%-%*%-%*%*%*%*%

-*-*-**-*-****Postal Sort
-%*%-%*%-%*%*%-%*%-%*%*%*%*%

42-6-464666466Other answers
8%6%-%9%-%10%7%7%7%7%7%6%7%7%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
7231486149997410497998999107Unweighted total
5034467*418161868181728189Weighted total

NET: Provider other than
4027453-346647706466586673RM only
80%80%100%78%-%83%82%77%81%79%81%81%81%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbab*a*baSignificance Level: 95%
4760431153966327829487107Unweighted total
405034104655727602927289Weighted total

71032121106107*1517Royal Mail
17%21%9%20%26%16%18%21%16%24%7%21%19%

c

963-12-122123-1415Hermes
23%11%7%-%26%-%22%9%20%10%-%19%16%

c

688*6111286-1414Parcelforce
14%17%22%1%14%11%20%7%13%20%-%19%16%

59527194104-714FedEx
14%17%13%21%16%21%16%14%17%13%-%10%16%

7641829294*913DHL
17%13%11%14%17%34%16%7%14%15%11%13%14%

75317-8475-1212UPS
17%11%10%13%16%-%14%14%12%17%-%17%14%

8355114683-811DPD
20%7%15%54%3%27%7%21%14%10%-%10%13%

aab

342-52417**57TNT Express
7%9%6%-%10%40%7%3%11%1%14%6%8%

22--4-2222-44Yodel
5%4%-%-%8%-%3%7%3%6%-%5%4%

12*-2-*22--22UK Mail
1%4%1%-%5%-%1%7%4%-%-%3%3%

-22-*-2*-2-*2APC
-%5%6%-%1%-%3%1%-%8%-%*%3%

-1-1---11--11DX
-%2%-%11%-%-%-%4%2%-%-%1%1%

*-*---*-*--**Pitney Bowes
1%-%1%-%-%-%1%-%1%-%-%1%1%

*---*--**--**Business Post
1%-%-%-%1%-%-%1%*%-%-%*%*%

*-*----**--**Secured Mail
1%-%1%-%-%-%-%1%*%-%-%*%*%

*---*--**--**Tuffnels
*%-%-%-%*%-%-%*%*%-%-%*%*%

-*--*--**--**Postal Sort
-%*%-%-%*%-%-%*%*%-%-%*%*%

155*1**642246Other answers
1%11%15%1%2%1%*%21%7%6%79%6%7%

ab
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbab*a*baSignificance Level: 95%
4760431153966327829487107Unweighted total
405034104655727602927289Weighted total

NET: Provider other than
33403183444622502225773RM only
83%79%91%80%74%84%82%79%84%76%93%79%81%

a
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
73833628713215107Unweighted total
5132131548*689Weighted total

1-1**1*1*1*117Royal Mail
24%-%51%3%5%31%5%19%2%14%50%20%19%

1-11-1---1-215Hermes
24%-%33%49%-%27%-%-%-%14%-%34%16%

11*--1-222-114Parcelforce
24%75%3%-%-%32%-%40%62%28%-%19%16%

---**-*-**-*14FedEx
-%-%-%3%5%-%5%-%2%1%-%1%16%

*-*-1*1*11-113DHL
1%-%2%-%91%1%95%1%32%14%-%20%14%

2-1--1-2*3-112UPS
47%-%40%-%-%32%-%40%1%41%-%19%14%

--*1---1-1--11DPD
-%-%11%49%-%-%-%19%-%14%-%-%13%

*-*-----**-*7TNT Express
4%-%2%-%-%-%-%-%5%3%-%2%8%

------------4Yodel
-%-%-%-%-%-%-%-%-%-%-%-%4%

------------2UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%3%

--*---------2APC
-%-%11%-%-%-%-%-%-%-%-%-%3%

------------1DX
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------*Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%-%1%

-*---*-----**Business Post
-%21%-%-%-%9%-%-%-%-%-%5%*%

------------*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Postal Sort
-%-%-%-%-%-%-%-%-%-%-%-%*%

***-**-*****6Other answers
1%25%2%-%4%10%-%2%2%1%50%8%7%

NET: Provider other than
3112121437*573RM only

76%100%49%97%95%69%95%81%98%86%50%80%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
259111111116232412107Unweighted total
281015105741217889Weighted total

-2**53113--217Royal Mail
-%31%2%1%45%52%19%22%21%-%-%24%19%

--42*-313-2-15Hermes
-%-%38%13%2%-%42%24%25%-%24%-%16%

-2-7-11*2*-*14Parcelforce
-%23%-%47%-%12%19%7%18%50%-%4%16%

-22*42-1*--414FedEx
-%23%21%1%35%33%-%24%*%-%-%42%16%

*2*2**121-3113DHL
5%23%1%11%2%5%19%45%10%-%49%8%14%

--*22*2-3*-212UPS
-%-%3%11%24%7%23%-%27%50%-%24%14%

--42-*111--211DPD
-%-%38%13%-%4%19%24%11%-%-%22%13%

---221--**2*7TNT Express
-%-%-%11%18%12%-%-%2%50%24%3%8%

--2-------2-4Yodel
-%-%19%-%-%-%-%-%-%-%27%-%4%

-2--*-*-----2UK Mail
-%23%-%-%2%-%4%-%-%-%-%-%3%

2-------*---2APC
95%-%-%-%-%-%-%-%2%-%-%-%3%

------1-----1DX
-%-%-%-%-%-%15%-%-%-%-%-%1%

---*--------*Pitney Bowes
-%-%-%3%-%-%-%-%-%-%-%-%1%

--------*---*Business Post
-%-%-%-%-%-%-%-%2%-%-%-%*%

----*-------*Secured Mail
-%-%-%-%2%-%-%-%-%-%-%-%*%

--*---------*Tuffnels
-%-%1%-%-%-%-%-%-%-%-%-%*%

-----------**Postal Sort
-%-%-%-%-%-%-%-%-%-%-%1%*%

--2-22--*--*6Other answers
-%-%20%-%16%35%-%-%4%-%-%2%7%

NET: Provider other than
259146263917673RM only

100%69%98%99%55%48%81%78%79%100%100%76%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*dcb*aSignificance Level: 95%
16334018107Unweighted total
1930241689Weighted total

375217Royal Mail
13%25%21%12%19%

427215Hermes
19%7%30%10%16%

c

274114Parcelforce
9%25%16%5%16%

451414FedEx
20%18%5%22%16%

225413DHL
10%7%19%25%14%

*45312UPS
1%15%21%15%14%

424211DPD
19%7%16%11%13%

-4*27TNT Express
-%14%1%15%8%

b

2--24Yodel
9%-%-%11%4%

2**-2UK Mail
9%1%1%-%3%

2-*-2APC
10%-%1%-%3%

--1-1DX
-%-%5%-%1%

-*--*Pitney Bowes
-%2%-%-%1%

--*-*Business Post
-%-%1%-%*%

-*--*Secured Mail
-%1%-%-%*%

*---*Tuffnels
1%-%-%-%*%

---**Postal Sort
-%-%-%1%*%

23**6Other answers
10%11%2%1%7%

NET: Provider other than
1723191473RM only
87%75%79%88%81%
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QV4. Other providers used (And who does your organisation use for its postal service?)
Base: All selecting more than 2 providers

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
127621033053385888114835910181606Unweighted total

373778293367669164111521218Weighted total

353572286361639153911021165Royal Mail
96%95%92%97%98%95%99%93%95%96%96%

ccc

*-*2-*-**78Parcelforce
*%-%*%1%-%1%-%1%1%1%1%

-----*-**78Pitney Bowes
-%-%-%-%-%1%-%1%1%1%1%

*2---*-**55TNT Express
*%5%-%-%-%*%-%*%*%*%*%

abce

--221*-*-44DHL
-%-%2%1%*%*%-%1%-%*%*%

a

*--1-1-*112DPD
1%-%-%*%-%1%-%1%1%*%*%

aa

----2----22Parcels to go
-%-%-%-%*%-%-%-%-%*%*%

---------22UPS
-%-%-%-%-%-%-%-%-%*%*%

---1*----11UK Mail
-%-%-%*%*%-%-%-%-%*%*%

----1----11APC
-%-%-%-%*%-%-%-%-%*%*%

--*1-**--11Neo Post
-%-%*%*%-%*%1%-%-%*%*%

ab

---------11Local Courier
-%-%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
*--1-*-**11as TNT Post)
*%-%-%*%-%*%-%1%*%*%*%

a

---------11Tuffnels
-%-%-%-%-%-%-%-%-%*%*%

1----*-**11Postal Sort
2%-%-%-%-%*%-%1%*%*%*%

aba

---------**Fastway Couriers
-%-%-%-%-%-%-%-%-%*%*%

*----*--*-*Secured Mail
1%-%-%-%-%*%-%-%1%-%*%

a

--*--*--*-*First Post
-%-%*%-%-%*%-%-%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
127621033053385888114835910181606Unweighted total

373778293367669164111521218Weighted total

-----*--*-*DX
-%-%-%-%-%*%-%-%*%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%*%-%*%

*----*--*-*FedEx
*%-%-%-%-%*%-%-%*%-%*%

--4*2*-**1415Other answers
-%-%5%*%1%1%-%2%*%1%1%

abe

353572286361639153911021165NET: RM Only
96%95%92%97%98%95%99%93%95%96%96%

ccc

NET: Provider other than
226863*125053RM only
4%5%8%3%2%5%1%7%5%4%4%

abd
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
19319821210031039111519310536181541251606Unweighted total

56626210381048812319610731179701401218Weighted total

5360619911018611618210031171701331165Royal Mail
95%97%97%95%97%97%94%93%94%100%95%100%96%96%

**-7-2222----8Parcelforce
1%*%-%1%-%2%1%1%2%-%-%-%-%1%

ck

*--82-41--1--8Pitney Bowes
*%-%-%1%2%-%3%1%-%-%1%-%-%1%

jklm

*--5---*3-1--5TNT Express
*%-%-%*%-%-%-%*%3%-%1%-%-%*%

afjklm

*1-3----*-3--4DHL
1%1%-%*%-%-%-%-%*%-%2%-%-%*%

jk

-*-2------*-12DPD
-%*%-%*%-%-%-%-%-%-%*%-%1%*%

---2---2-----2Parcels to go
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

---2------2--2UPS
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

-*-11--------1UK Mail
-%1%-%*%1%-%-%-%-%-%-%-%-%*%

j

--*1---1-----1APC
-%-%*%*%-%-%-%1%-%-%-%-%-%*%

--*1---1-----1Neo Post
-%-%*%*%-%-%-%1%-%-%-%-%-%*%

---1---1-----1Local Courier
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

Whistl (Previously known
*-**--**-----1as TNT Post)
1%-%*%*%-%-%*%*%-%-%-%-%-%*%

j

---1----1----1Tuffnels
-%-%-%*%-%-%-%-%1%-%-%-%-%*%

1------------1Postal Sort
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Fastway Couriers
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

---*-*-------*Secured Mail
-%-%-%*%-%*%-%-%-%-%-%-%-%*%

--*----------*First Post
-%-%*%-%-%-%-%-%-%-%-%-%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
19319821210031039111519310536181541251606Unweighted total

56626210381048812319610731179701401218Weighted total

--*----------*DX
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

--*----------*FedEx
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

-*113--25*-1-515Other answers
-%1%2%1%-%-%1%3%*%-%1%-%3%1%

mlm

5360619911018611618210031171701331165NET: RM Only
95%97%97%95%97%97%94%93%94%100%95%100%96%96%

NET: Provider other than
32247327136-9-653RM only
5%3%3%5%3%3%6%7%6%-%5%-%4%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
229137750311036481405336417535153361606Unweighted total
1311087300918469123323131362497211218Weighted total

1221042288877451118322981302488211165Royal Mail
94%96%96%95%96%96%99%95%96%99%90%100%96%

bbbb

*8*7*-*62-*-8Parcelforce
*%1%*%1%*%-%*%2%1%-%*%-%1%

hh

163441-3----8Pitney Bowes
1%1%1%*%1%1%-%1%-%-%-%-%1%

31*51--2--2-5TNT Express
3%*%*%*%*%-%-%1%-%-%2%-%*%

ah

*4*44--1-*--4DHL
*%*%*%*%1%-%-%*%-%*%-%-%*%

*2-21--1----2DPD
*%*%-%*%*%-%-%*%-%-%-%-%*%

-22-------2-2Parcels to go
-%*%1%-%-%-%-%-%-%-%2%-%*%

aeh

-2-2---2----2UPS
-%*%-%*%-%-%-%1%-%-%-%-%*%

-1-1------1-1UK Mail
-%*%-%*%-%-%-%-%-%-%1%-%*%

eh

-11*1--*----1APC
-%*%*%*%*%-%-%*%-%-%-%-%*%

-1*1*1------1Neo Post
-%*%*%*%*%1%-%-%-%-%-%-%*%

h

-1-1----1---1Local Courier
-%*%-%*%-%-%-%-%1%-%-%-%*%

h

Whistl (Previously known
-11***-*--*-1as TNT Post)
-%*%*%*%*%*%-%*%-%-%*%-%*%

-1-1----1---1Tuffnels
-%*%-%*%-%-%-%-%1%-%-%-%*%

h

1**1-1**-*--1Postal Sort
*%*%*%*%-%1%*%*%-%*%-%-%*%

a

-*-*------*-*Fastway Couriers
-%*%-%*%-%-%-%-%-%-%*%-%*%

-*-*---*----*Secured Mail
-%*%-%*%-%-%-%*%-%-%-%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
229137750311036481405336417535153361606Unweighted total
1311087300918469123323131362497211218Weighted total

-*-**-------*First Post
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*DX
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-*---*----*FedEx
-%*%-%*%-%-%-%*%-%-%-%-%*%

31241171*12-4-15Other answers
2%1%1%1%1%1%*%*%2%-%4%-%1%

e

1221042288877451118322981302488211165NET: RM Only
94%96%96%95%96%96%99%95%96%99%90%100%96%

bbbb

NET: Provider other than
8451241185*156*9-53RM only
6%4%4%5%4%4%1%5%4%1%10%-%4%

efgh
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4122948965215541606Unweighted total
3012117025011681218Weighted total

2872016735011141165Royal Mail
95%95%96%100%95%96%

3*5-88Parcelforce
1%*%1%-%1%1%

422-88Pitney Bowes
1%1%*%-%1%1%

2-3-55TNT Express
1%-%*%-%*%*%

-23-44DHL
-%1%*%-%*%*%

**1-22DPD
*%*%*%-%*%*%

2---22Parcels to go
1%-%-%-%*%*%

a

--2-22UPS
-%-%*%-%*%*%

-1*-11UK Mail
-%*%*%-%*%*%

1-*-11APC
*%-%*%-%*%*%

-1--11Neo Post
-%1%-%-%*%*%

a

--1-11Local Courier
-%-%*%-%*%*%

Whistl (Previously known
*-1-11as TNT Post)
*%-%*%-%*%*%

--1-11Tuffnels
-%-%*%-%*%*%

*1*-11Postal Sort
*%*%*%-%*%*%

--*-**Fastway Couriers
-%-%*%-%*%*%

*---**Secured Mail
*%-%-%-%*%*%

-*--**First Post
-%*%-%-%*%*%

-*--**DX
-%*%-%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4122948965215541606Unweighted total
3012117025011681218Weighted total

-*--**FedEx
-%*%-%-%*%*%

349-1515Other answers
1%2%1%-%1%1%

2872016735011141165NET: RM Only
95%95%96%100%95%96%

NET: Provider other than
141029-5353RM only

5%5%4%-%5%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3967864246115451-3464733512101606Unweighted total
231576411271191*-132212049871218Weighted total

214549401241141--122191919501165Royal Mail
93%95%98%88%96%-%-%100%81%100%88%94%96%96%

bccjbcj

422-8------448Parcelforce
2%*%*%-%1%-%-%-%-%-%-%2%*%1%

bai

26*-8------268Pitney Bowes
1%1%*%-%1%-%-%-%-%-%-%1%1%1%

a

*13*5-----*-55TNT Express
*%*%1%*%*%-%-%-%-%-%*%-%*%*%

-4*-4-------44DHL
-%1%*%-%*%-%-%-%-%-%-%-%*%*%

*1-*1---*-**12DPD
*%*%-%1%*%-%-%-%10%-%1%*%*%*%

ai

-2--2-------22Parcels to go
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

2---2------2-2UPS
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

bai

-1*-1-------11UK Mail
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

-1--1-------11APC
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

1---1------1-1Neo Post
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

ba

-1--1-------11Local Courier
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
1*-*1*-----**1as TNT Post)
*%*%-%*%*%100%-%-%-%-%-%*%*%*%

1---1------1-1Tuffnels
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

a

1-**1-----*1*1Postal Sort
*%-%*%*%*%-%-%-%-%-%*%*%*%*%

-*--*-------**Fastway Couriers
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*--*----*----*Secured Mail
*%-%-%1%-%-%-%-%9%-%-%-%-%*%

ai

*---*------*-*First Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3967864246115451-3464733512101606Unweighted total
231576411271191*-132212049871218Weighted total

-*--*-------**DX
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*FedEx
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

474212-----221015Other answers
2%1%1%9%1%-%-%-%-%-%11%1%1%1%

abiabi

214549401241141--122191919501165NET: RM Only
93%95%98%88%96%-%-%100%81%100%88%94%96%96%

bccjbcj

NET: Provider other than
162710350*--1-3133753RM only

7%5%2%12%4%100%-%-%19%-%12%6%4%4%

aaaiaia
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121111518620160699814681606Unweighted total
*431727541113792344461121870310871218Weighted total

-431623521068752322440116566710421165Royal Mail
-%100%90%91%85%96%96%95%94%95%96%95%96%96%

cce

------88248688Parcelforce
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

----2*67528778Pitney Bowes
-%-%-%-%7%*%1%1%1%*%1%1%1%1%

ab

------52*15325TNT Express
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----222314244DHL
-%-%-%-%-%4%*%*%1%*%*%*%*%*%

a

------21*22212DPD
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------22--2222Parcels to go
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

------22222-22UPS
-%-%-%-%-%-%*%*%*%*%*%-%*%*%

b

------11111111UK Mail
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------1--111*1APC
-%-%-%-%-%-%*%-%-%*%*%*%*%*%

----*-111-1-11Neo Post
-%-%-%-%*%-%*%*%*%-%*%-%*%*%

------11-11-11Local Courier
-%-%-%-%-%-%*%*%-%*%*%-%*%*%

Whistl (Previously known
*-*---11**1111as TNT Post)

100%-%10%-%-%-%*%*%*%*%*%*%*%*%

------11-11-11Tuffnels
-%-%-%-%-%-%*%*%-%*%*%-%*%*%

---1-**11*1*11Postal Sort
-%-%-%4%-%*%*%*%*%*%*%*%*%*%

a

----*--**-****Fastway Couriers
-%-%-%-%2%-%-%*%*%-%*%*%*%*%

a

---*---*--****Secured Mail
-%-%-%1%-%-%-%*%-%-%*%*%*%*%

a

------***-****First Post
-%-%-%-%-%-%*%*%*%-%*%*%*%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121111518620160699814681606Unweighted total
*431727541113792344461121870310871218Weighted total

---*---*******DX
-%-%-%1%-%-%-%*%*%*%*%*%*%*%

a

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------*--***-*FedEx
-%-%-%-%-%-%*%-%-%*%*%*%-%*%

---*2-12106515111315Other answers
-%-%-%3%6%-%1%1%2%1%1%2%1%1%

ab

-431623521068752322440116566710421165NET: RM Only
-%100%90%91%85%96%96%95%94%95%96%95%96%96%

cce

NET: Provider other than
*-*1424540222153364653RM only

100%-%10%9%15%4%4%5%6%5%4%5%4%4%

aba
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914873-3-49125921606Unweighted total
11176284298450*-*-5774411218Weighted total

11168273281432*-*-5774211165Royal Mail
100%96%96%94%96%70%-%70%-%100%100%96%95%96%

--*44-------48Parcelforce
-%-%*%1%1%-%-%-%-%-%-%-%1%1%

cd

-*5*2-------28Pitney Bowes
-%*%2%*%*%-%-%-%-%-%-%-%*%1%

bd

--*23-------15TNT Express
-%-%*%1%1%-%-%-%-%-%-%-%*%*%

--122-------14DHL
-%-%*%1%*%-%-%-%-%-%-%-%*%*%

-**1-------*22DPD
-%*%*%*%-%-%-%-%-%-%-%4%*%*%

---2---------2Parcels to go
-%-%-%1%-%-%-%-%-%-%-%-%-%*%

--2---------22UPS
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

--1-*-------11UK Mail
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

---*1-------11APC
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

-1--*--------1Neo Post
-%1%-%-%*%-%-%-%-%-%-%-%-%*%

---1--------11Local Courier
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
-1*--*-*----*1as TNT Post)
-%*%*%-%-%30%-%30%-%-%-%-%*%*%

---1--------11Tuffnels
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

-1--*-------*1Postal Sort
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

----*--------*Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

-*-----------*Secured Mail
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*First Post
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

--*---------**DX
-%-%*%-%-%-%-%-%-%-%-%-%*%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914873-3-49125921606Unweighted total
11176284298450*-*-5774411218Weighted total

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-*----------**FedEx
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

-4145-------515Other answers
-%3%*%1%1%-%-%-%-%-%-%-%1%1%

c

11168273281432*-*-5774211165NET: RM Only
100%96%96%94%96%70%-%70%-%100%100%96%95%96%

NET: Provider other than
-8111718*-*---*2153RM only
-%4%4%6%4%30%-%30%-%-%-%4%5%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530157144923633350101031501412161606Unweighted total
5311651181100145202952671221051651218Weighted total

-116565109914319277264115971621165Royal Mail
-%100%55%100%98%97%94%95%95%94%93%98%96%

bbabc

8-8**-4*2*2-8Parcelforce
15%-%7%*%*%-%1%5%3%*%2%-%1%

aaaca

8-8-**2--2*-8Pitney Bowes
14%-%7%-%*%*%1%-%-%1%*%-%1%

aa

5-5-1-*----15TNT Express
9%-%4%-%1%-%*%-%-%-%-%1%*%

aa

4-4-*-1--1-*4DHL
8%-%4%-%*%-%*%-%-%1%-%*%*%

aa

2-2--*2-11*-2DPD
3%-%1%-%-%1%1%-%1%1%*%-%*%

aa

2-2---------2Parcels to go
3%-%1%-%-%-%-%-%-%-%-%-%*%

aa

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

aa

1-1---1--1--1UK Mail
3%-%1%-%-%-%*%-%-%1%-%-%*%

aa

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

aaa

1-1---------1Neo Post
2%-%1%-%-%-%-%-%-%-%-%-%*%

aa

1-1---1----11Local Courier
2%-%1%-%-%-%*%-%-%-%-%1%*%

aa

Whistl (Previously known
1-1--**-**--1as TNT Post)
2%-%1%-%-%1%*%-%*%*%-%-%*%

aa
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530157144923633350101031501412161606Unweighted total
5311651181100145202952671221051651218Weighted total

1-1---1--1--1Tuffnels
2%-%1%-%-%-%*%-%-%1%-%-%*%

aa

1-1---*----*1Postal Sort
2%-%1%-%-%-%*%-%-%-%-%*%*%

aa

*-*---------*Fastway Couriers
1%-%*%-%-%-%-%-%-%-%-%-%*%

aa

*-*---------*Secured Mail
*%-%*%-%-%-%-%-%-%-%-%-%*%

a

*-*---------*First Post
*%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---*--*--*DX
*%-%*%-%-%-%*%-%-%*%-%-%*%

*-*---*----**Global Mailing
*%-%*%-%-%-%*%-%-%-%-%*%*%

*-*--*--*---*FedEx
*%-%*%-%-%*%-%-%*%-%-%-%*%

15-14**-5-*-4*15Other answers
27%-%12%*%*%-%2%-%1%-%4%*%1%

aaac

-116565109914319277264115971621165NET: RM Only
-%100%55%100%98%97%94%95%95%94%93%98%96%

bbabc

NET: Provider other than
53-53*3118*378353RM only

100%-%45%*%2%3%6%5%5%6%7%2%4%

aacaa
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047716745333224130661606Unweighted total
2122100934013033119177103491218Weighted total

-11497132511033012174101481165Royal Mail
-%93%96%96%84%100%66%98%98%98%96%

cbb

-2464-2**-8Parcelforce
-%2%*%2%3%-%9%*%*%-%1%

bbaa

-1722-1---8Pitney Bowes
-%1%1%1%1%-%6%-%-%-%1%

aa

--2*1-----5TNT Express
-%-%*%*%1%-%-%-%-%-%*%

a

-2431-----4DHL
-%2%*%1%1%-%-%-%-%-%*%

b

--1-2-*-*-2DPD
-%-%*%-%1%-%1%-%*%-%*%

a

--2-------2Parcels to go
-%-%*%-%-%-%-%-%-%-%*%

---22-----2UPS
-%-%-%*%1%-%-%-%-%-%*%

ba

--1-1-----1UK Mail
-%-%*%-%1%-%-%-%-%-%*%

-***1-----1APC
-%*%*%*%1%-%-%-%-%-%*%

a

--1---*---1Neo Post
-%-%*%-%-%-%1%-%-%-%*%

--1-1-----1Local Courier
-%-%*%-%1%-%-%-%-%-%*%

Whistl (Previously known
-*1*******1as TNT Post)
-%*%*%*%*%*%1%*%*%*%*%

--1-1-----1Tuffnels
-%-%*%-%1%-%-%-%-%-%*%

-*1-*-1---1Postal Sort
-%*%*%-%*%-%3%-%-%-%*%

a

-***------*Fastway Couriers
-%*%*%*%-%-%-%-%-%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047716745333224130661606Unweighted total
2122100934013033119177103491218Weighted total

--*-------*Secured Mail
-%-%*%-%-%-%-%-%-%-%*%

-***---*--*First Post
-%*%*%*%-%-%-%*%-%-%*%

--*--**--**DX
-%-%*%-%-%*%1%-%-%*%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%

----*-----*FedEx
-%-%-%-%*%-%-%-%-%-%*%

2211241222115Other answers
100%2%1%1%3%*%12%1%2%2%1%

aa

-11497132511033012174101481165NET: RM Only
-%93%96%96%84%100%66%98%98%98%96%

cbb

NET: Provider other than
293815201632153RM only

100%7%4%4%16%*%34%2%2%2%4%

baa
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122050594314096140424391-1648773841606Unweighted total

56929073686681044489296282-906022771218Weighted total

56889043676631039483284268-795702641165Royal Mail
100%99%100%100%99%99%100%94%96%95%-%87%95%95%96%

cc

-***-*-**4-2448Parcelforce
-%*%*%*%-%*%-%*%*%2%-%2%1%2%1%

b

-------2*2-1538Pitney Bowes
-%-%-%-%-%-%-%2%*%1%-%1%1%1%1%

b

-------*1*-3315TNT Express
-%-%-%-%-%-%-%*%*%*%-%3%*%*%*%

ab

--------11-*2-4DHL
-%-%-%-%-%-%-%-%*%*%-%*%*%-%*%

--------11--2-2DPD
-%-%-%-%-%-%-%-%*%*%-%-%*%-%*%

------------2-2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%*%-%*%

---------2----2UPS
-%-%-%-%-%-%-%-%-%1%-%-%-%-%*%

--------1---1-1UK Mail
-%-%-%-%-%-%-%-%*%-%-%-%*%-%*%

-------111-1111APC
-%-%-%-%-%-%-%1%*%*%-%2%*%*%*%

b

--------------1Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

---------1----1Local Courier
-%-%-%-%-%-%-%-%-%*%-%-%-%-%*%

Whistl (Previously known
-1**11-***-*1*1as TNT Post)
-%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

--------11----1Tuffnels
-%-%-%-%-%-%-%-%*%*%-%-%-%-%*%

-11--1--**-**-1Postal Sort
-%*%*%-%-%*%-%-%*%*%-%*%*%-%*%

-----------****Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%1%*%*%*%

------------*-*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%-%*%

-**-**-----****First Post
-%*%*%-%*%*%-%-%-%-%-%*%*%*%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122050594314096140424391-1648773841606Unweighted total

56929073686681044489296282-906022771218Weighted total

---*-----*--*-*DX
-%-%-%*%-%-%-%-%-%*%-%-%*%-%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

--------*---*-*FedEx
-%-%-%-%-%-%-%-%*%-%-%-%*%-%*%

-22144-251-311215Other answers
-%*%*%*%1%*%-%3%2%*%-%3%2%1%1%

aaa

56889043676631039483284268-795702641165NET: RM Only
100%99%100%100%99%99%100%94%96%95%-%87%95%95%96%

cc

NET: Provider other than
-43156-61214-11321353RM only
-%1%*%*%1%1%-%6%4%5%-%13%5%5%4%

ab
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
12111739952111478962982603741606Unweighted total
1012102366382240562081692491218Weighted total

109102366081939552011622431165Royal Mail
100%80%100%99%99%100%99%99%97%96%98%96%

----****4**8Parcelforce
-%-%-%-%*%*%*%*%2%*%*%1%

ab

--------***8Pitney Bowes
-%-%-%-%-%-%-%-%*%*%*%1%

------*-*115TNT Express
-%-%-%-%-%-%*%-%*%1%*%*%

--------*114DHL
-%-%-%-%-%-%-%-%*%*%*%*%

---------*12DPD
-%-%-%-%-%-%-%-%-%*%1%*%

-----------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%*%

--------2--2UPS
-%-%-%-%-%-%-%-%1%-%-%*%

-----------1UK Mail
-%-%-%-%-%-%-%-%-%-%-%*%

-------*-**1APC
-%-%-%-%-%-%-%1%-%*%*%*%

-----------1Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

----------11Local Courier
-%-%-%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
---*1*--**-1as TNT Post)
-%-%-%1%*%*%-%-%*%*%-%*%

---------1-1Tuffnels
-%-%-%-%-%-%-%-%-%1%-%*%

----11-----1Postal Sort
-%-%-%-%*%*%-%-%-%-%-%*%

-----------*Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%*%

-----------*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%*%

----*------*First Post
-%-%-%-%*%-%-%-%-%-%-%*%

-----*---***DX
-%-%-%-%-%*%-%-%-%*%*%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
12111739952111478962982603741606Unweighted total
1012102366382240562081692491218Weighted total

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

---------***FedEx
-%-%-%-%-%-%-%-%-%*%*%*%

-2--22**12115Other answers
-%20%-%-%*%*%1%1%*%1%*%1%

109102366081939552011622431165NET: RM Only
100%80%100%99%99%100%99%99%97%96%98%96%

NET: Provider other than
-2-*431176553RM only
-%20%-%1%1%*%1%1%3%4%2%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131722747133733941520916157212791557131415431606Unweighted total

985186351005523911396681183940117096611611218Weighted total

98118435999322610886331130897111992511101165Royal Mail
100%99%100%99%61%94%96%95%95%95%96%96%96%96%

a

*--*-*88887678Parcelforce
*%-%-%*%-%*%1%1%1%1%1%1%1%1%

c

-----185858688Pitney Bowes
-%-%-%-%-%1%1%1%1%1%1%1%1%1%

-----333543235TNT Express
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

b

-----244434244DHL
-%-%-%-%-%1%*%1%*%*%*%*%*%*%

-----*22222222DPD
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

------22222222Parcels to go
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------222-2-22UPS
-%-%-%-%-%-%*%*%*%-%*%-%*%*%

-----111111111UK Mail
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

-----1111111*1APC
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

-----*1*111111Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

------11111111Local Courier
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Whistl (Previously known
**-1-*1*111111as TNT Post)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

-----111111111Tuffnels
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

1--1-***111111Postal Sort
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

------********Fastway Couriers
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------*-******Secured Mail
-%-%-%-%-%-%*%-%*%*%*%*%*%*%

*--*-*********First Post
*%-%-%*%-%*%*%*%*%*%*%*%*%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131722747133733941520916157212791557131415431606Unweighted total

985186351005523911396681183940117096611611218Weighted total

*-----********DX
*%-%-%-%-%-%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

------*-*-*-**FedEx
-%-%-%-%-%-%*%-%*%-%*%-%*%*%

22-423155151215131515Other answers
*%1%-%*%39%1%1%1%1%1%1%1%1%1%

b

98118435999322610886331130897111992511101165NET: RM Only
100%99%100%99%61%94%96%95%95%95%96%96%96%96%

a

NET: Provider other than
43-62135135534351415053RM only
*%1%-%1%39%6%4%5%5%5%4%4%4%4%

b
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
657949133875175296111618725064122681606Unweighted total
5077111006691312168631311895072101218Weighted total

494670984571162048341191493731651165Royal Mail
97%94%98%83%88%94%97%91%79%74%45%78%96%

aaba

26224*4426*88Parcelforce
*%1%*%3%3%*%*%3%1%11%2%4%1%

ccbcb

*851117-8--88Pitney Bowes
*%1%1%2%1%1%1%-%4%-%-%4%1%

b

3112*-2323235TNT Express
1%*%*%3%*%-%*%2%1%6%26%1%*%

cbcb

144--4**4--44DHL
*%1%*%-%-%2%*%*%2%-%-%2%*%

b

11*-*1-11*-22DPD
*%*%*%-%*%*%-%1%1%1%-%1%*%

bb

-2-2--2--2--2Parcels to go
-%*%-%2%-%-%*%-%-%3%-%-%*%

acb

-2--2--22--22UPS
-%*%-%-%1%-%-%1%1%-%-%1%*%

cb

1*--1*1-*1-11UK Mail
*%*%-%-%1%*%*%-%*%2%-%1%*%

c

1*1-**1-1--11APC
*%*%*%-%*%*%*%-%1%-%-%1%*%

*1*1-*1-1--*1Neo Post
*%*%*%2%-%*%*%-%1%-%-%*%*%

c

-1-1-1--1--11Local Courier
-%*%-%2%-%*%-%-%1%-%-%1%*%

cb

Whistl (Previously known
*11***1*1--11as TNT Post)
*%*%*%*%*%*%*%*%1%-%-%1%*%

-11---1-1--11Tuffnels
-%*%*%-%-%-%*%-%*%-%-%*%*%

*1*1--1-1*-11Postal Sort
*%*%*%1%-%-%*%-%*%*%-%*%*%

c

-*---*--*---*Fastway Couriers
-%*%-%-%-%*%-%-%*%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 28  (continuation)                                                                                                                                                    Page 664

QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
657949133875175296111618725064122681606Unweighted total
5077111006691312168631311895072101218Weighted total

*---*-*--*-**Secured Mail
*%-%-%-%*%-%*%-%-%*%-%*%*%

-*--*-*-*--**First Post
-%*%-%-%*%-%*%-%*%-%-%*%*%

*-----*-*--**DX
*%-%-%-%-%-%*%-%*%-%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

*---*--*-*-**FedEx
*%-%-%-%*%-%-%*%-%*%-%*%*%

31272648214121215Other answers
1%2%1%3%4%2%1%2%7%2%27%6%1%

cc

494670984571162048341191493731651165NET: RM Only
97%94%98%83%88%94%97%91%79%74%45%78%96%

aaba

NET: Provider other than
1341231215132912401344553RM only

3%6%2%17%12%6%3%9%21%26%55%22%4%

bccb
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
9131185911342085311579150593871606Unweighted total
47116434508219412551171521218Weighted total

46115931468017412249111431165Royal Mail
97%97%92%90%93%98%91%98%89%96%67%94%96%

abdbdbbdb

****-*****-*8Parcelforce
*%*%*%1%-%*%*%*%2%*%-%*%1%

--11**-***228Pitney Bowes
-%-%2%3%*%*%-%*%*%*%13%2%1%

acd

--1--*-*1*115TNT Express
-%-%2%-%-%*%-%*%4%*%6%1%*%

acac

------------4DHL
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2DPD
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2UPS
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------1UK Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%

1-*-11**-*-11APC
2%-%*%-%3%1%2%1%-%1%-%1%*%

--1-1------11Neo Post
-%-%2%-%2%-%-%-%-%-%-%1%*%

c

------------1Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
------------1as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%*%

--1-1-1-11-11Tuffnels
-%-%1%-%2%-%5%-%4%2%-%1%*%

caca

*--*----**--1Postal Sort
*%-%-%*%-%-%-%-%*%*%-%-%*%

------------*Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*First Post
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
9131185911342085311579150593871606Unweighted total
47116434508219412551171521218Weighted total

------------*DX
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%*%*%*%

---**-*-**-**FedEx
-%-%-%*%*%-%*%-%*%*%-%*%*%

***2******2115Other answers
*%3%*%6%1%*%2%1%*%1%13%1%1%

bdacd

46115931468017412249111431165NET: RM Only
97%97%92%90%93%98%91%98%89%96%67%94%96%

abdbdbbdb

NET: Provider other than
1*544221326953RM only
3%3%8%10%7%2%9%2%11%4%33%6%4%

dacaccacd
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
958613411497135869741222742541606Unweighted total
8198961369297666916432822051218Weighted total

7995921278891646815432771981165Royal Mail
98%97%96%94%96%93%97%98%94%98%94%97%96%

-2*2----*-228Parcelforce
-%2%*%1%-%-%-%-%*%-%2%1%1%

d

--2-22--2--*8Pitney Bowes
-%-%2%-%2%2%-%-%1%-%-%*%1%

aaa

---2-*--1--25TNT Express
-%-%-%1%-%*%-%-%1%-%-%1%*%

-1-22----*-*4DHL
-%1%-%1%2%-%-%-%-%2%-%*%*%

dad

-*-*--1----*2DPD
-%*%-%*%-%-%2%-%-%-%-%*%*%

d

----------2-2Parcels to go
-%-%-%-%-%-%-%-%-%-%2%-%*%

ad

-----2------2UPS
-%-%-%-%-%2%-%-%-%-%-%-%*%

ad

---*--1-----1UK Mail
-%-%-%*%-%-%1%-%-%-%-%-%*%

d

--------1---1APC
-%-%-%-%-%-%-%-%1%-%-%-%*%

-----*--1---1Neo Post
-%-%-%-%-%*%-%-%1%-%-%-%*%

-------1----1Local Courier
-%-%-%-%-%-%-%2%-%-%-%-%*%

ad

Whistl (Previously known
-----**----11as TNT Post)
-%-%-%-%-%*%*%-%-%-%-%*%*%

--------1---1Tuffnels
-%-%-%-%-%-%-%-%1%-%-%-%*%

-1------*-**1Postal Sort
-%1%-%-%-%-%-%-%*%-%*%*%*%

-----*------*Fastway Couriers
-%-%-%-%-%*%-%-%-%-%-%-%*%

-----------**Secured Mail
-%-%-%-%-%-%-%-%-%-%-%*%*%

-----*------*First Post
-%-%-%-%-%*%-%-%-%-%-%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
958613411497135869741222742541606Unweighted total
8198961369297666916432822051218Weighted total

-----------**DX
-%-%-%-%-%-%-%-%-%-%-%*%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

--------*---*FedEx
-%-%-%-%-%-%-%-%*%-%-%-%*%

2-23-2-*3-2215Other answers
2%-%2%2%-%2%-%*%2%-%2%1%1%

7995921278891646815432771981165NET: RM Only
98%97%96%94%96%93%97%98%94%98%94%97%96%

NET: Provider other than
2349362110*5753RM only
2%3%4%6%4%7%3%2%6%2%6%3%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3153465953501606Unweighted total
2753252993191218Weighted total

2673062853061165Royal Mail
97%94%96%96%96%

22*38Parcelforce
1%1%*%1%1%

b

242*8Pitney Bowes
1%1%1%*%1%

-2125TNT Express
-%1%*%1%*%

13-14DHL
*%1%-%*%*%

b

**1*2DPD
*%*%*%*%*%

---22Parcels to go
-%-%-%1%*%

-2--2UPS
-%1%-%-%*%

-*1-1UK Mail
-%*%*%-%*%

--1-1APC
-%-%*%-%*%

-*1-1Neo Post
-%*%*%-%*%

--1-1Local Courier
-%-%*%-%*%

Whistl (Previously known
-**11as TNT Post)
-%*%*%*%*%

--1-1Tuffnels
-%-%*%-%*%

1-**1Postal Sort
*%-%*%*%*%

-*--*Fastway Couriers
-%*%-%-%*%

---**Secured Mail
-%-%-%*%*%

-*--*First Post
-%*%-%-%*%

---**DX
-%-%-%*%*%

--*-*Global Mailing
-%-%*%-%*%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3153465953501606Unweighted total
2753252993191218Weighted total

--*-*FedEx
-%-%*%-%*%

453315Other answers
1%2%1%1%1%

2673062853061165NET: RM Only
97%94%96%96%96%

NET: Provider other than
919131253RM only
3%6%4%4%4%
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QV5a.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the volume of items you send?
Base: All who send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
22142556418992654152241Unweighted total

7820575210137188198Weighted total

11424183*125862Royal Mail
9%15%18%42%35%34%40%32%33%31%31%

1*4192*112122DPD
22%1%19%2%18%16%24%21%12%11%11%

b

--276----2222Hermes
-%-%10%13%11%-%-%-%-%12%11%

be

2-213****1616DHL
29%-%8%1%7%3%5%2%2%8%8%

-244-*--*1111APC
-%24%18%7%-%4%-%-%6%6%6%

-*2361**11011Parcelforce
-%1%10%4%11%6%4%2%8%6%6%

2-2221***99UPS
26%-%8%4%4%6%10%9%5%5%5%

*--44*--*88UK Mail
4%-%-%7%8%2%-%-%4%4%4%

*2-2-1-*178TNT Express
5%31%-%3%-%9%-%8%11%4%4%

a

--*2-----55DX
-%-%2%4%-%-%-%-%-%3%3%

*2-*-1*-145FedEx
3%26%-%1%-%7%12%-%8%2%2%

a

---2-----22One Post
-%-%-%3%-%-%-%-%-%1%1%

---------11Parcels to go
-%-%-%-%-%-%-%-%-%1%1%

---1-----11Collect Plus
-%-%-%2%-%-%-%-%-%1%1%

--*------**Local Courier
-%-%2%-%-%-%-%-%-%*%*%

---*-----**Fastway Couriers
-%-%-%1%-%-%-%-%-%*%*%

--*------**Coopers Carriers
-%-%2%-%-%-%-%-%-%*%*%

--*--*-**-*Tuffnels
-%-%1%-%-%4%-%9%3%-%*%

aa

-----*--*-*Global Mailing
-%-%-%-%-%1%-%-%1%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
22142556418992654152241Unweighted total

7820575210137188198Weighted total

**2441***1415Other answers
2%1%9%7%7%9%4%17%7%8%8%

11424183*125862NET: RM Only
9%15%18%42%35%34%40%32%33%31%31%

NET: Provider other than
671633347124130137RM only

91%85%82%58%65%66%60%68%67%69%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*gf*e*dc*b*aSignificance Level: 95%
23292716212192034113321120241Unweighted total

710717511212338121311325198Weighted total

13255491495*74362Royal Mail
18%29%33%32%36%41%60%23%40%77%24%32%12%31%

1111913234-2-422DPD
16%8%16%11%9%15%7%9%37%-%6%-%15%11%

-1*21-425---6522Hermes
-%8%4%12%-%18%8%14%-%-%-%42%18%11%

cc

*--15-2-5--9--16DHL
7%-%-%9%-%9%-%13%-%-%28%-%-%8%

j

-1-10--5---2*411APC
-%7%-%6%-%-%19%-%-%-%6%1%16%6%

1*19*2-*2-41-11Parcelforce
10%5%20%5%2%9%-%*%14%-%11%8%-%6%

-*18--131-*-39UPS
-%5%10%5%-%-%5%8%8%-%1%-%11%5%

-1-82-----2228UK Mail
-%6%-%4%16%-%-%-%-%-%6%15%8%4%

***7*--3--1*28TNT Express
2%5%2%4%4%-%-%9%-%-%3%2%8%4%

1*-3---3-----5DX
17%5%-%2%-%-%-%9%-%-%-%-%-%3%

j

--*4-**2--*-25FedEx
-%-%4%2%-%2%*%4%-%-%1%-%7%2%

---22--------2One Post
-%-%-%1%16%-%-%-%-%-%-%-%-%1%

---1-1-------1Parcels to go
-%-%-%1%-%5%-%-%-%-%-%-%-%1%

---1--------11Collect Plus
-%-%-%1%-%-%-%-%-%-%-%-%4%1%

--*----------*Local Courier
-%-%7%-%-%-%-%-%-%-%-%-%-%*%

*------------*Fastway Couriers
8%-%-%-%-%-%-%-%-%-%-%-%-%*%

-*-----------*Coopers Carriers
-%5%-%-%-%-%-%-%-%-%-%-%-%*%

---*---**----*Tuffnels
-%-%-%*%-%-%-%1%2%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

12*122-24-*5--15Other answers
23%18%2%7%17%-%7%10%-%23%15%-%-%8%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*gf*e*dc*b*aSignificance Level: 95%
23292716212192034113321120241Unweighted total

710717511212338121311325198Weighted total

13255491495*74362NET: RM Only
18%29%33%32%36%41%60%23%40%77%24%32%12%31%

NET: Provider other than
5741207129297*24922137RM only

82%71%67%68%64%59%40%77%60%23%76%68%88%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
2821370171694584156543241Unweighted total
1618246152623576102362198Weighted total

260154619-*208*11162Royal Mail
12%33%33%31%30%-%4%27%83%21%30%73%31%

1218147--101-4-22DPD
9%11%17%9%11%-%-%14%6%-%12%-%11%

-2251812-26--2-22Hermes
-%12%10%12%19%-%33%8%-%-%5%-%11%

b

115*1652-8*-1-16DHL
7%8%*%10%8%55%-%10%1%-%3%-%8%

b

4829-126-*2-11APC
22%4%4%6%-%31%33%8%-%2%6%-%6%

hh

29384--61**-11Parcelforce
13%5%6%5%6%-%-%7%11%4%1%-%6%

*9281--4-14-9UPS
1%5%4%5%2%-%-%5%-%26%11%-%5%

h

26261--4--4-8UK Mail
11%4%4%4%1%-%-%5%-%-%10%-%4%

h

1735---7--1-8TNT Express
6%4%7%3%-%-%-%9%-%-%3%-%4%

h

23-54*-*----5DX
10%2%-%3%6%14%-%1%-%-%-%-%3%

e

*4*4*-2---3-5FedEx
1%2%1%3%*%-%30%-%-%-%7%-%2%

eh

-2-22-------2One Post
-%1%-%1%3%-%-%-%-%-%-%-%1%

-1-11-------1Parcels to go
-%1%-%1%2%-%-%-%-%-%-%-%1%

1--1---1----1Collect Plus
6%-%-%1%-%-%-%1%-%-%-%-%1%

-*-**-------*Local Courier
-%*%-%*%1%-%-%-%-%-%-%-%*%

-**--------**Fastway Couriers
-%*%1%-%-%-%-%-%-%-%-%27%*%

-**----*----*Coopers Carriers
-%*%1%-%-%-%-%1%-%-%-%-%*%

-***------*-*Tuffnels
-%*%1%*%-%-%-%-%-%-%1%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
2821370171694584156543241Unweighted total
1618246152623576102362198Weighted total

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

2136106--4-14-15Other answers
11%7%12%6%10%-%-%5%-%47%10%-%8%

260154619-*208*11162NET: RM Only
12%33%33%31%30%-%4%27%83%21%30%73%31%

NET: Provider other than
15122311064435552225*137RM only
88%67%67%69%70%100%96%73%17%79%70%27%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
11627986235241Unweighted total

9324816192198Weighted total

3861745862Royal Mail
40%27%22%62%30%31%

a

13*9*2222DPD
14%*%12%1%11%11%

13-10-2222Hermes
13%-%12%-%12%11%

349-1616DHL
3%15%11%-%8%8%

c

543-1111APC
5%16%3%-%6%6%

534-1111Parcelforce
5%11%4%-%6%6%

315*99UPS
3%4%6%8%5%5%

2-6-88UK Mail
2%-%8%-%4%4%

224-88TNT Express
2%7%5%-%4%4%

23*-55DX
2%12%1%-%3%3%

122-55FedEx
1%7%3%-%2%2%

2---22One Post
2%-%-%-%1%1%

--1-11Parcels to go
-%-%1%-%1%1%

--1-11Collect Plus
-%-%1%-%1%1%

--*-**Local Courier
-%-%1%-%*%*%

*---**Fastway Couriers
1%-%-%-%*%*%

*---**Coopers Carriers
1%-%-%-%*%*%

-**-**Tuffnels
-%1%*%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%

7*821415Other answers
8%*%10%28%7%8%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
11627986235241Unweighted total

9324816192198Weighted total

3861745862NET: RM Only
40%27%22%62%30%31%

a

NET: Provider other than
5618632134137RM only
60%73%78%38%70%69%

c
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*aji*h*g*f*e*d*cbaSignificance Level: 95%
1339711312101-2-325102108241Unweighted total
10287818180*-*-2158496198Weighted total

33253952*-*--9242862Royal Mail
33%29%37%51%29%100%-%50%-%-%58%29%29%31%

abi

913-121-----181322DPD
9%15%-%6%12%-%-%-%-%-%7%10%13%11%

9112319----2261322Hermes
9%12%25%19%10%-%-%-%-%92%11%7%14%11%

b

772115-----16916DHL
7%8%21%6%8%-%-%-%-%-%7%7%9%8%

92-*11-----*9211APC
9%3%-%1%6%-%-%-%-%-%1%10%3%6%

a

65-*11-----*6511Parcelforce
6%6%-%2%6%-%-%-%-%-%2%7%5%6%

37-*9-----*279UPS
2%8%-%1%5%-%-%-%-%-%2%3%7%5%

62--8------628UK Mail
6%3%-%-%5%-%-%-%-%-%-%7%2%4%

34**8-----*348TNT Express
3%5%4%1%4%-%-%-%-%-%2%4%4%4%

41--5------415DX
4%1%-%-%3%-%-%-%-%-%-%5%1%3%

a

22-*4----**225FedEx
2%3%-%1%2%-%-%-%-%3%1%2%2%2%

2---2------2-2One Post
2%-%-%-%1%-%-%-%-%-%-%2%-%1%

--1-1-------11Parcels to go
-%-%13%-%1%-%-%-%-%-%-%-%1%1%

-1--1-------11Collect Plus
-%1%-%-%1%-%-%-%-%-%-%-%1%1%

-*--*-------**Local Courier
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

-*--*-------**Fastway Couriers
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

*---*------*-*Coopers Carriers
*%-%-%-%*%-%-%-%-%-%-%1%-%*%

*--**--*---*-*Tuffnels
*%-%-%1%*%-%-%50%-%-%-%*%-%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

96-213----*28615Other answers
9%7%-%10%7%-%-%-%-%5%11%9%6%8%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*aji*h*g*f*e*d*cbaSignificance Level: 95%
1339711312101-2-325102108241Unweighted total
10287818180*-*-2158496198Weighted total

33253952*-*--9242862NET: RM Only
33%29%37%51%29%100%-%50%-%-%58%29%29%31%

abi

NET: Provider other than
696259128--*-276068137RM only
67%71%63%49%71%-%-%50%-%100%42%71%71%69%

jjj
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
122941616219194241196153180241Unweighted total
*2173713215565198152112133198Weighted total

*-13134146216249413762Royal Mail
100%-%78%40%24%39%31%30%32%31%32%37%28%31%

----**181882218101722DPD
-%-%-%-%5%2%13%11%12%11%12%9%13%11%

--*4-31020102218181522Hermes
-%-%22%58%-%49%8%13%15%11%12%16%11%11%

------11142161161016DHL
-%-%-%-%-%-%8%9%3%8%7%5%7%8%

e

-----*41061142411APC
-%-%-%-%-%1%3%7%10%6%3%2%3%6%

abc

------81041185811Parcelforce
-%-%-%-%-%-%6%6%6%6%5%5%6%6%

---*--58295259UPS
-%-%-%2%-%-%4%5%3%5%3%2%4%5%

------84488488UK Mail
-%-%-%-%-%-%6%3%6%4%5%4%6%4%

-----*64*86468TNT Express
-%-%-%-%-%1%4%3%*%4%4%4%4%4%

------55155555DX
-%-%-%-%-%-%3%3%2%3%3%4%3%3%

-----*42254*45FedEx
-%-%-%-%-%1%3%1%4%2%3%*%3%2%

------22-22222One Post
-%-%-%-%-%-%1%1%-%1%1%2%1%1%

------1--11-11Parcels to go
-%-%-%-%-%-%1%-%-%1%1%-%1%1%

---------1---1Collect Plus
-%-%-%-%-%-%-%-%-%1%-%-%-%1%

------**-*****Local Courier
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------*--**-**Fastway Couriers
-%-%-%-%-%-%*%-%-%*%*%-%*%*%

------********Coopers Carriers
-%-%-%-%-%-%*%*%1%*%*%*%*%*%

-----*********Tuffnels
-%-%-%-%-%3%*%*%*%*%*%*%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-2-*2*81251512101015Other answers
-%100%-%1%71%4%6%8%8%8%8%9%7%8%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
122941616219194241196153180241Unweighted total
*2173713215565198152112133198Weighted total

*-13134146216249413762NET: RM Only
100%-%78%40%24%39%31%30%32%31%32%37%28%31%

NET: Provider other than
-2*42491109441371037096137RM only
-%100%22%60%76%61%69%70%68%69%68%63%72%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1585641402-2-4610219241Unweighted total
*33473240*-*-556181198Weighted total

*11141012*-*--425662Royal Mail
100%35%30%33%31%100%-%100%-%-%74%33%31%31%

-5373-----121922DPD
-%15%7%22%7%-%-%-%-%-%21%29%11%11%

c

-6328----3--1922Hermes
-%17%6%5%19%-%-%-%-%65%-%-%10%11%

-2234-------1616DHL
-%5%4%11%10%-%-%-%-%-%-%-%9%8%

-*4-*-----**1111APC
-%1%8%-%*%-%-%-%-%-%3%1%6%6%

-*62*------2911Parcelforce
-%*%12%6%*%-%-%-%-%-%-%31%5%6%

ad

-*311-----*-99UPS
-%1%6%3%3%-%-%-%-%-%2%-%5%5%

-2-24----2--68UK Mail
-%7%-%6%9%-%-%-%-%34%-%-%4%4%

cc

--213-------88TNT Express
-%-%4%2%8%-%-%-%-%-%-%-%4%4%

d

-32---------55DX
-%9%4%-%-%-%-%-%-%-%-%-%3%3%

-*22-------*45FedEx
-%1%4%6%-%-%-%-%-%-%-%1%2%2%

--2---------22One Post
-%-%4%-%-%-%-%-%-%-%-%-%1%1%

----1-------11Parcels to go
-%-%-%-%3%-%-%-%-%-%-%-%1%1%

------------11Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%1%1%

----*-------**Local Courier
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

----*-------**Fastway Couriers
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

-*----------**Coopers Carriers
-%1%-%-%-%-%-%-%-%-%-%-%*%*%

-*--*------***Tuffnels
-%1%-%-%*%-%-%-%-%-%-%4%*%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1585641402-2-4610219241Unweighted total
*33473240*-*-556181198Weighted total

-2523----*-*1515Other answers
-%6%11%6%6%-%-%-%-%1%-%1%8%8%

*11141012*-*--425662NET: RM Only
100%35%30%33%31%100%-%100%-%-%74%33%31%31%

NET: Provider other than
-22332128----514126137RM only
-%65%70%67%69%-%-%-%-%100%26%67%69%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101861111305213176752735158241Unweighted total

314893106356156338724441198Weighted total

1483581044811622111262Royal Mail
30%32%4%55%29%58%30%17%43%30%25%29%31%

b

*1813104117-386422DPD
3%12%14%9%11%19%11%-%9%12%14%11%11%

216158*-222565422Hermes
64%11%16%7%1%-%14%59%13%8%12%10%11%

ac

-111246-10-173516DHL
-%8%13%3%16%-%7%-%3%10%6%13%8%

aa

-492--11-542-11APC
-%3%10%2%-%-%7%-%12%6%5%-%6%

aca

*8832*9-143311Parcelforce
1%5%8%3%6%2%6%-%2%6%7%8%6%

-5643-6**63*9UPS
-%4%6%4%9%-%4%3%1%9%6%1%5%

a

-862*-8-2-6*8UK Mail
-%5%6%2%1%-%5%-%5%-%14%1%4%

ac

-6442*6-*2238TNT Express
-%4%4%4%5%2%4%-%1%3%4%8%4%

-5143-2--2125DX
-%3%1%4%8%-%1%-%-%3%3%4%3%

a

-44**-4*22-15FedEx
-%3%5%*%1%-%3%6%5%2%-%2%2%

a

-22---2--2--2One Post
-%1%2%-%-%-%1%-%-%2%-%-%1%

-1-1-1-----11Parcels to go
-%1%-%1%-%17%-%-%-%-%-%3%1%

--1---1--1--1Collect Plus
-%-%1%-%-%-%1%-%-%1%-%-%1%

-**---**----*Local Courier
-%*%1%-%-%-%*%15%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 29  (continuation)                                                                                                                                                    Page 686

QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101861111305213176752735158241Unweighted total

314893106356156338724441198Weighted total

-*-*--*----**Fastway Couriers
-%*%-%*%-%-%*%-%-%-%-%1%*%

-**---*---*-*Coopers Carriers
-%*%1%-%-%-%*%-%-%-%1%-%*%

-**---*-*--**Tuffnels
-%*%*%-%-%-%*%-%1%-%-%*%*%

*-*---*----**Global Mailing
2%-%*%-%-%-%*%-%-%-%-%*%*%

-121065*10-452415Other answers
-%8%10%5%14%2%7%-%10%8%4%10%8%

1483581044811622111262NET: RM Only
30%32%4%55%29%58%30%17%43%30%25%29%31%

b

NET: Provider other than
21018948253109322503329137RM only

70%68%96%45%71%42%70%83%57%70%75%71%69%

a
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-4515878169721817816477241Unweighted total
-221175014454714513762198Weighted total

-529201348246-6262Royal Mail
-%22%25%40%9%89%31%32%-%100%31%

bcbb

-117320221722-22DPD
-%5%14%6%14%3%22%11%16%-%11%

aa

-415-22--1822-22Hermes
-%17%13%-%15%-%-%12%16%-%11%

aaaa

-59516**1116-16DHL
-%24%8%11%11%*%1%8%12%-%8%

baa

-*4211**411-11APC
-%*%4%4%8%*%2%3%8%-%6%

aa

-285101-811-11Parcelforce
-%8%7%9%7%1%-%5%8%-%6%

a

-2439-*59-9UPS
-%7%3%6%7%-%4%3%7%-%5%

aa

--628--88-8UK Mail
-%-%5%3%6%-%-%5%6%-%4%

aa

-2248-248-8TNT Express
-%8%2%8%5%-%24%3%6%-%4%

bbaa

-*5*32*45-5DX
-%2%4%1%2%3%7%3%4%-%3%

-*4*5--45-5FedEx
-%2%3%*%3%-%-%3%3%-%2%

--2-2--22-2One Post
-%-%1%-%1%-%-%1%1%-%1%

--11-1-11-1Parcels to go
-%-%1%2%-%2%-%1%1%-%1%

----1---1-1Collect Plus
-%-%-%-%1%-%-%-%1%-%1%

--*-*--**-*Local Courier
-%-%*%-%*%-%-%*%*%-%*%

-**-*--**-*Fastway Couriers
-%2%*%-%*%-%-%*%*%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-4515878169721817816477241Unweighted total
-221175014454714513762198Weighted total

--*-*--**-*Coopers Carriers
-%-%*%-%*%-%-%*%*%-%*%

--*-*--**-*Tuffnels
-%-%*%-%*%-%-%*%*%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%1%-%*%-%*%

-19415*11115-15Other answers
-%4%8%8%10%*%8%8%11%-%8%

aa

-529201348246-6262NET: RM Only
-%22%25%40%9%89%31%32%-%100%31%

bcbb

NET: Provider other than
-1787301316598137-137RM only
-%78%75%60%91%11%69%68%100%-%69%

aaaa
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5126144158147174572145180-4012772241Unweighted total
197107115108131453105147-199050198Weighted total

*2834604037*133844-6312062Royal Mail
40%29%32%52%37%28%12%26%36%30%-%33%34%41%31%

ab

1121312101726920-19322DPD
60%13%13%11%9%13%42%11%8%13%-%6%9%6%11%

-151061815-31311-217522Hermes
-%15%10%5%17%12%-%6%13%7%-%10%19%9%11%

cc

-5116610-16512-45616DHL
-%5%10%5%5%7%-%30%5%8%-%19%6%12%8%

abb

-4*424-4611-*2211APC
-%4%*%3%2%3%-%7%6%8%-%*%3%4%6%

a

-38558-2511-25211Parcelforce
-%3%7%4%5%6%-%4%5%7%-%9%6%5%6%

-15425-248-1229UPS
-%1%5%4%2%4%-%4%4%6%-%3%2%4%5%

b

-84248**44--228UK Mail
-%8%4%2%4%6%6%1%4%3%-%-%3%3%4%

c

-35545-247-2148TNT Express
-%3%4%4%4%4%-%4%4%5%-%9%1%7%4%

bb

-45335-*23-*5*5DX
-%4%4%2%3%3%-%1%2%2%-%3%5%1%3%

-442*4-343-***5FedEx
-%4%4%2%*%3%-%5%4%2%-%1%1%*%2%

-2--22---2--2-2One Post
-%2%-%-%2%1%-%-%-%1%-%-%2%-%1%

-111-1--11----1Parcels to go
-%1%1%1%-%1%-%-%1%1%-%-%-%-%1%

---1----11----1Collect Plus
-%-%-%1%-%-%-%-%1%1%-%-%-%-%1%

--*-**---*--*-*Local Courier
-%-%*%-%*%*%-%-%-%*%-%-%1%-%*%

-*---*--*-----*Fastway Couriers
-%1%-%-%-%*%-%-%*%-%-%-%-%-%*%

-*--**--*---*-*Coopers Carriers
-%1%-%-%*%*%-%-%*%-%-%-%1%-%*%

-**-**--**--***Tuffnels
-%*%*%-%*%*%-%-%*%*%-%-%*%*%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5126144158147174572145180-4012772241Unweighted total
197107115108131453105147-199050198Weighted total

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

-765101023710-18315Other answers
-%7%6%4%9%8%40%6%7%7%-%8%8%6%8%

*2834604037*133844-6312062NET: RM Only
40%29%32%52%37%28%12%26%36%30%-%33%34%41%31%

ab

NET: Provider other than
1707355699443967103-136029137RM only

60%71%68%48%63%72%88%74%64%70%-%67%66%59%69%

cc
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
81458123147314312887116241Unweighted total
616691001062134916681198Weighted total

55*3323871145313762Royal Mail
89%32%5%34%32%36%34%31%50%47%45%31%

d

-**216122676822DPD
-%1%2%21%16%11%12%17%7%9%10%11%

-5221592-310622Hermes
-%32%33%21%15%9%9%-%4%15%7%11%

dcd

*22-4116992416DHL
8%12%29%-%4%10%29%26%9%4%5%8%

babcabc

----41*21*411APC
-%-%-%-%4%1%*%5%1%*%5%6%

bb

-22-382272611Parcelforce
-%12%32%-%3%7%10%6%7%4%7%6%

*---24*16239UPS
2%-%-%-%2%4%1%4%7%4%4%5%

----64**2218UK Mail
-%-%-%-%6%4%1%1%3%4%1%4%

-2--14*24238TNT Express
-%10%-%-%1%3%*%5%5%3%4%4%

---*25*-1235DX
-%-%-%6%2%4%2%-%1%3%3%3%

----42*2*415FedEx
-%-%-%-%4%2%1%6%*%6%1%2%

acac

----2------2One Post
-%-%-%-%2%-%-%-%-%-%-%1%

----11--11-1Parcels to go
-%-%-%-%1%1%-%-%1%2%-%1%

-----1----11Collect Plus
-%-%-%-%-%1%-%-%-%-%1%1%

-----*-----*Local Courier
-%-%-%-%-%*%-%-%-%-%-%*%

----*------*Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%*%

----*------*Coopers Carriers
-%-%-%-%*%-%-%-%-%-%-%*%

----**--*--*Tuffnels
-%-%-%-%*%*%-%-%*%-%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
81458123147314312887116241Unweighted total
616691001062134916681198Weighted total

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

*--275*241615Other answers
1%-%-%19%7%5%*%5%5%1%8%8%

b

55*3323871145313762NET: RM Only
89%32%5%34%32%36%34%31%50%47%45%31%

d

NET: Provider other than
1115668681423453544137RM only

11%68%95%66%68%64%66%69%50%53%55%69%

c
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
166638196190226166234222231208228241Unweighted total
121638154*65182136191181190170187198Weighted total

3526351-215944605960566062Royal Mail
29%41%44%33%-%32%33%32%31%33%32%33%32%31%

137117*81917201720171822DPD
11%11%14%11%100%12%11%13%11%9%11%10%10%11%

711214-9209222022192222Hermes
6%18%28%9%-%14%11%7%12%11%12%11%12%11%

b

112-11-91412161416161616DHL
9%3%-%7%-%13%8%9%8%8%8%9%8%8%

44-8-4111010111081011APC
3%6%-%5%-%6%6%7%5%6%5%5%5%6%

56-7-2999999911Parcelforce
4%10%-%5%-%4%5%7%5%5%5%5%5%6%

4415-298999989UPS
3%6%14%3%-%3%5%6%5%5%5%6%4%5%

8--8-*62888688UK Mail
7%-%-%5%-%*%4%2%4%5%4%4%4%4%

a

62-4-485888888TNT Express
5%3%-%3%-%6%4%4%4%4%4%5%4%4%

5--5-*53555555DX
4%-%-%3%-%1%2%2%3%3%2%3%2%3%

5--5-*54525555FedEx
4%-%-%3%-%1%2%3%2%1%2%3%2%2%

2--2----222222One Post
1%-%-%1%-%-%-%-%1%1%1%1%1%1%

1--1--11111-11Parcels to go
1%-%-%1%-%-%1%1%1%1%1%-%1%1%

1--1----1----1Collect Plus
1%-%-%1%-%-%-%-%1%-%-%-%-%1%

-*-*-*********Local Courier
-%1%-%*%-%1%*%*%*%*%*%*%*%*%

*--*-**-******Fastway Couriers
*%-%-%*%-%1%*%-%*%*%*%*%*%*%

*--*--********Coopers Carriers
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

*--*-*********Tuffnels
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
166638196190226166234222231208228241Unweighted total
121638154*65182136191181190170187198Weighted total

13*-14-61512151515121515Other answers
11%1%-%9%-%9%8%9%8%8%8%7%8%8%

a

3526351-215944605960566062NET: RM Only
29%41%44%33%-%32%33%32%31%33%32%33%32%31%

NET: Provider other than
86374103*4412393132121130115127137RM only
71%59%56%67%100%68%67%68%69%67%68%67%68%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbaba*baSignificance Level: 95%
11612512023952816053190518205241Unweighted total

961029322832113741155431175198Weighted total

3230308236451053815962Royal Mail
33%29%32%35%28%29%33%25%34%19%41%34%31%

a

9137115*148175*2122DPD
9%13%7%4%18%2%10%19%11%11%10%12%11%

c

101284112147149*1622Hermes
11%12%8%17%13%8%10%17%9%20%22%9%11%

b

1059254102142-1316DHL
11%5%9%11%6%18%8%4%9%4%-%7%8%

56525-8465-711APC
5%6%5%8%6%-%6%9%4%12%-%4%6%

b

65325*7474-911Parcelforce
7%5%4%10%6%*%5%10%5%9%-%5%6%

3751328-82-79UPS
3%6%6%4%4%9%6%-%5%4%-%4%5%

4562126*8--88UK Mail
4%4%6%8%1%8%5%1%5%-%-%5%4%

a

443-4*8-35*78TNT Express
4%4%4%-%5%*%6%-%2%12%8%4%4%

b

235-**4*5--55DX
2%3%5%-%1%2%3%1%3%-%-%3%3%

324***3232-45FedEx
3%2%4%1%*%1%2%4%2%4%-%2%2%

2---2--2-2-22One Post
2%-%-%-%2%-%-%4%-%4%-%1%1%

bb

1---1-1-1--11Parcels to go
1%-%-%-%1%-%1%-%1%-%-%1%1%

1---1-1-1--11Collect Plus
1%-%-%-%1%-%1%-%1%-%-%1%1%

*---*-*--*-**Local Courier
1%-%-%-%1%-%*%-%-%1%-%*%*%

-**---*-*---*Fastway Couriers
-%*%1%-%-%-%*%-%*%-%-%-%*%

-**---*-*--**Coopers Carriers
-%*%1%-%-%-%*%-%*%-%-%*%*%

**--*-*-**--*Tuffnels
*%*%-%-%1%-%*%-%*%1%-%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbaba*baSignificance Level: 95%
11612512023952816053190518205241Unweighted total

961029322832113741155431175198Weighted total

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

698*757415**1515Other answers
6%9%8%*%9%22%5%10%10%1%19%9%8%

a

3230308236451053815962NET: RM Only
33%29%32%35%28%29%33%25%34%19%41%34%31%

a

NET: Provider other than
6472631459159131102351117137RM only
67%71%68%65%72%71%67%75%66%81%59%66%69%

b
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*adc*baSignificance Level: 95%
1142312132514283142642241Unweighted total

711146126131419117198Weighted total

5132575981211062Royal Mail
66%80%26%56%90%61%90%64%61%60%86%55%31%

--3--2--**-322DPD
-%-%28%-%-%16%-%-%1%*%-%18%11%

cd

------------22Hermes
-%-%-%-%-%-%-%-%-%-%-%-%11%

-***-***11**16DHL
-%4%1%1%-%1%1%1%9%6%9%1%8%

1**--**111-*11APC
16%12%1%-%-%2%1%10%8%7%-%1%6%

--1**1*111-111Parcelforce
-%-%13%4%2%9%2%8%9%6%-%8%6%

--2--*-111-*9UPS
-%-%19%-%-%*%-%7%8%5%-%*%5%

---**-*-**-*8UK Mail
-%-%-%8%5%-%5%-%2%2%-%2%4%

--1--1-1*1-18TNT Express
-%-%10%-%-%9%-%8%*%6%-%6%4%

------------5DX
-%-%-%-%-%-%-%-%-%-%-%-%3%

*--**-*-**-*5FedEx
2%-%-%1%1%-%1%-%2%1%-%*%2%

------------2One Post
-%-%-%-%-%-%-%-%-%-%-%-%1%

---1-------11Parcels to go
-%-%-%28%-%-%-%-%-%-%-%6%1%

1--------1--1Collect Plus
16%-%-%-%-%-%-%-%-%5%-%-%1%

------------*Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Tuffnels
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%1%-%-%-%-%-%-%-%5%*%*%

**********-*15Other answers
1%4%1%1%2%1%1%2%*%1%-%2%8%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*adc*baSignificance Level: 95%
1142312132514283142642241Unweighted total

711146126131419117198Weighted total

5132575981211062NET: RM Only
66%80%26%56%90%61%90%64%61%60%86%55%31%

NET: Provider other than
2*82151558*8137RM only

34%20%74%44%10%39%10%36%39%40%14%45%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
91129212617178546934241Unweighted total

1114222626101252581228198Weighted total

446473611224862Royal Mail
39%32%25%17%28%28%51%28%46%21%34%30%31%

-*361*2134-222DPD
-%1%13%22%4%1%18%18%13%51%-%8%11%

-5-5421*-*2222Hermes
-%40%-%21%14%16%12%6%-%6%15%7%11%

--4243--12--16DHL
-%-%17%9%13%33%-%-%5%21%-%-%8%

222-22--1---11APC
18%18%9%-%7%16%-%-%5%-%-%-%6%

1-2-3**-2--411Parcelforce
6%-%8%-%10%1%3%-%6%-%-%14%6%

*-*1--112-229UPS
1%-%*%2%-%-%12%27%8%-%14%7%5%

--42--*-*--28UK Mail
-%-%17%7%-%-%3%-%1%-%-%7%4%

2-*2**--1-2*8TNT Express
18%-%1%6%2%2%-%-%4%-%14%2%4%

-1--------225DX
-%5%-%-%-%-%-%-%-%-%18%8%3%

d

--*22-*-*--*5FedEx
-%-%*%7%7%-%3%-%1%-%-%*%2%

-----------22One Post
-%-%-%-%-%-%-%-%-%-%-%6%1%

--------1---1Parcels to go
-%-%-%-%-%-%-%-%4%-%-%-%1%

--------1---1Collect Plus
-%-%-%-%-%-%-%-%4%-%-%-%1%

-----------**Local Courier
-%-%-%-%-%-%-%-%-%-%-%2%*%

-----------**Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%2%*%

----------*-*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%4%-%*%

--*-*-------*Tuffnels
-%-%1%-%1%-%-%-%-%-%-%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

212232-1*--215Other answers
18%5%8%8%13%19%-%21%1%-%-%7%8%

446473611224862NET: RM Only
39%32%25%17%28%28%51%28%46%21%34%30%31%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
91129212617178546934241Unweighted total

1114222626101252581228198Weighted total

NET: Provider other than
79172119764146820137RM only

61%68%75%83%72%72%49%72%54%79%66%70%69%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
49647949241Unweighted total
46624248198Weighted total

1414191462Royal Mail
30%23%45%29%31%

c

376622DPD
6%11%15%13%11%

5112422Hermes
12%17%4%9%11%

b

491216DHL
8%15%3%4%8%

b

641-11APC
14%6%3%-%6%

ab

232411Parcelforce
5%4%5%8%6%

*1549UPS
*%1%11%8%5%

cd

42128UK Mail
8%3%1%4%4%

22128TNT Express
5%4%3%5%4%

1--45DX
1%-%-%9%3%

bc

*41*5FedEx
*%6%1%*%2%

---22One Post
-%-%-%4%1%

--1-1Parcels to go
-%-%3%-%1%

--1-1Collect Plus
-%-%3%-%1%

---**Local Courier
-%-%-%1%*%

---**Fastway Couriers
-%-%-%1%*%

---**Coopers Carriers
-%-%-%1%*%

**--*Tuffnels
*%*%-%-%*%

--*-*Global Mailing
-%-%*%-%*%
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
49647949241Unweighted total
46624248198Weighted total

471215Other answers
9%12%3%4%8%

b

1414191462NET: RM Only
30%23%45%29%31%

c

NET: Provider other than
32482334137RM only
70%77%55%71%69%

b
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QV5a.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the volume of items you send?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*d*cbaSignificance Level: 95%
3012285643108142866149257Unweighted total
10720545212238183195Weighted total

7720494910127166177Royal Mail
74%99%99%91%94%85%90%69%89%91%90%

ee

1--*2*-*-34DPD
10%-%-%1%4%1%-%6%-%2%2%

b

---2-*--*22APC
-%-%-%3%-%1%-%-%2%1%1%

---1-*-**22Pitney Bowes
-%-%-%1%-%2%-%2%3%1%1%

1---1**--22DHL
7%-%-%-%2%*%4%-%-%1%1%

b

---------22Parcelforce
-%-%-%-%-%-%-%-%-%1%1%

---------22TNT Express
-%-%-%-%-%-%-%-%-%1%1%

---1-----11UK Mail
-%-%-%2%-%-%-%-%-%1%1%

1*---*-*-11Postal Sort
6%1%-%-%-%1%-%4%-%*%*%

---------11Parcels to go
-%-%-%-%-%-%-%-%-%*%*%

---*-*--**1DX
-%-%-%1%-%1%-%-%1%*%*%

---*-*-*-**UPS
-%-%-%1%-%1%-%5%-%*%*%

Whistl (Previously known
*----*-**-*as TNT Post)
1%-%-%-%-%2%-%5%2%-%*%

--*--**---*Neo Post
-%-%1%-%-%1%7%-%-%-%*%

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%1%-%*%

*--*-*-**22Other answers
1%-%-%*%-%3%-%10%2%1%1%

7720494910127166177NET: RM Only
74%99%99%91%94%85%90%69%89%91%90%

ee

NET: Provider other than
2**532*111719RM only

26%1%1%9%6%15%10%31%11%9%10%

ab
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
2930321661414153313441923257Unweighted total

99717014141737132351029195Weighted total

79515611141735112321025177Royal Mail
80%93%76%91%74%100%99%95%84%100%93%100%86%90%

kkk

*-*31-----*-24DPD
1%-%7%2%7%-%-%-%-%-%*%-%7%2%

---22-------*2APC
-%-%-%1%12%-%-%-%-%-%-%-%1%1%

*--1------1-*2Pitney Bowes
6%-%-%1%-%-%-%-%-%-%3%-%1%1%

-1-1------1--2DHL
-%7%-%1%-%-%-%-%-%-%3%-%-%1%

j

---2----2----2Parcelforce
-%-%-%1%-%-%-%-%14%-%-%-%-%1%

---2---2-----2TNT Express
-%-%-%1%-%-%-%5%-%-%-%-%-%1%

---11--------1UK Mail
-%-%-%1%7%-%-%-%-%-%-%-%-%1%

1------------1Postal Sort
8%-%-%-%-%-%-%-%-%-%-%-%-%*%

--1----------1Parcels to go
-%-%9%-%-%-%-%-%-%-%-%-%-%*%

j

*-*----------1DX
6%-%1%-%-%-%-%-%-%-%-%-%-%*%

--**---*-----*UPS
-%-%4%*%-%-%-%*%-%-%-%-%-%*%

j

Whistl (Previously known
---*--**-----*as TNT Post)
-%-%-%*%-%-%1%*%-%-%-%-%-%*%

--*----------*Neo Post
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

--*2----*-*-22Other answers
-%-%1%1%-%-%-%-%2%-%*%-%6%1%

79515611141735112321025177NET: RM Only
80%93%76%91%74%100%99%95%84%100%93%100%86%90%

kkk

NET: Provider other than
212154-*22-3-419RM only

20%7%24%9%26%-%1%5%16%-%7%-%14%10%

cfj
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
312267618182101076207492257Unweighted total
1917643152668865152281195Weighted total

1616043133604859132271177Royal Mail
87%91%99%88%91%56%100%90%87%88%98%100%90%

a

*3*31--3--*-4DPD
1%2%*%2%1%-%-%4%-%-%*%-%2%

-2-22-----*-2APC
-%1%-%1%3%-%-%-%-%-%1%-%1%

11-2*1-*----2Pitney Bowes
6%*%-%1%*%15%-%1%-%-%-%-%1%

a

*2-211------2DHL
*%1%-%1%1%15%-%-%-%-%-%-%1%

-2-2---2----2Parcelforce
-%1%-%1%-%-%-%3%-%-%-%-%1%

-2-2---2----2TNT Express
-%1%-%1%-%-%-%3%-%-%-%-%1%

-1-11-------1UK Mail
-%1%-%1%2%-%-%-%-%-%-%-%1%

1*-1*1------1Postal Sort
3%*%-%*%*%8%-%-%-%-%-%-%*%

a

1--11-------1Parcels to go
3%-%-%*%1%-%-%-%-%-%-%-%*%

a

-1-1**------1DX
-%*%-%*%*%6%-%-%-%-%-%-%*%

-*-*-----**-*UPS
-%*%-%*%-%-%-%-%-%12%*%-%*%

Whistl (Previously known
-**----*--*-*as TNT Post)
-%*%1%-%-%-%-%*%-%-%*%-%*%

-**-*-------*Neo Post
-%*%*%-%*%-%-%-%-%-%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

-2*2*---2-*-2Other answers
-%1%*%1%1%-%-%-%13%-%*%-%1%

1616043133604859132271177NET: RM Only
87%91%99%88%91%56%100%90%87%88%98%100%90%

a

NET: Provider other than
316*1863-72*1-19RM only

13%9%1%12%9%44%-%10%13%12%2%-%10%

b
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
105371155252257Unweighted total

7728906189195Weighted total

7124826170177Royal Mail
92%85%91%100%90%90%

3-1-44DPD
3%-%1%-%2%2%

2-*-22APC
2%-%*%-%1%1%

-*2-22Pitney Bowes
-%1%2%-%1%1%

--2-22DHL
-%-%2%-%1%1%

--2-22Parcelforce
-%-%2%-%1%1%

--2-22TNT Express
-%-%2%-%1%1%

1---11UK Mail
1%-%-%-%1%1%

*1--11Postal Sort
*%2%-%-%*%*%

-1--11Parcels to go
-%2%-%-%*%*%

-1--11DX
-%2%-%-%*%*%

-**-**UPS
-%*%*%-%*%*%

Whistl (Previously known
*-*-**as TNT Post)
*%-%*%-%*%*%

-*--**Neo Post
-%*%-%-%*%*%

*---**Global Mailing
*%-%-%-%*%*%

*2*-22Other answers
*%7%*%-%1%1%

ac

7124826170177NET: RM Only
92%85%91%100%90%90%

NET: Provider other than
648-1919RM only
8%15%9%-%10%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
12910622282291-3-420101128257Unweighted total

86882116180*-1-21370109195Weighted total

82752014162--1-2126895177Royal Mail
95%85%94%91%90%-%-%100%-%93%91%96%87%90%

ba

13-*3-----*134DPD
1%3%-%1%2%-%-%-%-%-%1%1%3%2%

*2--2------*22APC
*%2%-%-%1%-%-%-%-%-%-%*%2%1%

-2--2-------22Pitney Bowes
-%2%-%-%1%-%-%-%-%-%-%-%2%1%

*11-2------*22DHL
*%1%5%-%1%-%-%-%-%-%-%*%2%1%

-2--2-------22Parcelforce
-%2%-%-%1%-%-%-%-%-%-%-%2%1%

-2--2-------22TNT Express
-%2%-%-%1%-%-%-%-%-%-%-%2%1%

1--1------1--1UK Mail
1%-%-%7%-%-%-%-%-%-%8%-%-%1%

1--*1----*-1-1Postal Sort
1%-%-%1%*%-%-%-%-%5%-%1%-%*%

-1--1-------11Parcels to go
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

**--1------**1DX
1%*%-%-%*%-%-%-%-%-%-%1%*%*%

-**-*-------**UPS
-%*%1%-%*%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
*--***-----*-*as TNT Post)
*%-%-%1%*%100%-%-%-%-%-%*%-%*%

*---*------*-*Neo Post
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

*2-*2----*-*22Other answers
*%2%-%*%1%-%-%-%-%3%-%*%2%1%

82752014162--1-2126895177NET: RM Only
95%85%94%91%90%-%-%100%-%93%91%96%87%90%

ba

NET: Provider other than
4131117*---*121519RM only
5%15%6%9%10%100%-%-%-%7%9%4%13%10%

cb
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13312518215195108196257198236257Unweighted total
*2173717414371152195143171195Weighted total

-2*72715913066145177128155177Royal Mail
-%95%24%90%73%99%91%91%93%95%90%89%91%90%

b

------43124344DPD
-%-%-%-%-%-%2%2%1%1%2%2%2%2%

------22-*2222APC
-%-%-%-%-%-%1%1%-%*%1%1%1%1%

-----*212*2112Pitney Bowes
-%-%-%-%-%1%1%1%2%*%1%1%*%1%

------21-*2212DHL
-%-%-%-%-%-%1%*%-%*%1%1%*%1%

------22--2222Parcelforce
-%-%-%-%-%-%1%1%-%-%1%1%1%1%

------2--22222TNT Express
-%-%-%-%-%-%1%-%-%1%1%1%1%1%

--1----1111-11UK Mail
-%-%76%-%-%-%-%1%1%1%1%-%1%1%

-*-1---11*1*11Postal Sort
-%5%-%8%-%-%-%1%1%*%*%*%*%*%

----1--1-11-11Parcels to go
-%-%-%-%23%-%-%*%-%*%*%-%*%*%

---*--*1*11111DX
-%-%-%1%-%-%*%*%*%*%*%*%*%*%

------*-******UPS
-%-%-%-%-%-%*%-%*%*%*%*%*%*%

Whistl (Previously known
*-----********as TNT Post)

100%-%-%-%-%-%*%*%*%*%*%*%*%*%

----*--*--*-**Neo Post
-%-%-%-%4%-%-%*%-%-%*%-%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

------22**2222Other answers
-%-%-%-%-%-%1%2%1%*%1%2%1%1%

-2*72715913066145177128155177NET: RM Only
-%95%24%90%73%99%91%91%93%95%90%89%91%90%

b

NET: Provider other than
**111*16135719151619RM only

100%5%76%10%27%1%9%9%7%5%10%11%9%10%

d
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3716951632-2-467177257Unweighted total
138593562*-*-555136195Weighted total

134523356*-*-555129177Royal Mail
100%90%89%94%90%65%-%65%-%100%100%99%95%90%

-*21--------24DPD
-%*%4%3%-%-%-%-%-%-%-%-%1%2%

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

---*2-------*2Pitney Bowes
-%-%-%1%3%-%-%-%-%-%-%-%*%1%

-*-11-------*2DHL
-%*%-%2%2%-%-%-%-%-%-%-%*%1%

----2--------2Parcelforce
-%-%-%-%3%-%-%-%-%-%-%-%-%1%

--2---------22TNT Express
-%-%3%-%-%-%-%-%-%-%-%-%1%1%

----1-------11UK Mail
-%-%-%-%2%-%-%-%-%-%-%-%1%1%

-1*---------*1Postal Sort
-%2%*%-%-%-%-%-%-%-%-%-%*%*%

----1-------11Parcels to go
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

-**---------11DX
-%1%*%-%-%-%-%-%-%-%-%-%*%*%

--**--------**UPS
-%-%1%*%-%-%-%-%-%-%-%-%*%*%

Whistl (Previously known
-*---*-*-----*as TNT Post)
-%1%-%-%-%35%-%35%-%-%-%-%-%*%

----*--------*Neo Post
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-2-*--------*2Other answers
-%6%-%*%-%-%-%-%-%-%-%-%*%1%

c

134523356*-*-555129177NET: RM Only
100%90%89%94%90%65%-%65%-%100%100%99%95%90%

NET: Provider other than
-4626*-*---*719RM only
-%10%11%6%10%35%-%35%-%-%-%1%5%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192381001574413139640574251257Unweighted total

918674121256120128533534195Weighted total

317465111226117127523331177Royal Mail
31%93%88%92%86%97%97%100%95%98%94%93%90%

c

*3221*1-***14DPD
1%2%2%2%4%1%*%-%*%1%*%3%2%

-2*2--*---*-2APC
-%1%*%1%-%-%*%-%-%-%*%-%1%

111*--*----*2Pitney Bowes
12%*%2%*%-%-%*%-%-%-%-%1%1%

-2-2*------*2DHL
-%1%-%1%*%-%-%-%-%-%-%*%1%

2-2---------2Parcelforce
19%-%2%-%-%-%-%-%-%-%-%-%1%

-2-22-----2-2TNT Express
-%1%-%1%7%-%-%-%-%-%5%-%1%

a

-1-1--1-1---1UK Mail
-%1%-%1%-%-%1%-%4%-%-%-%1%

1*1*--*--*--1Postal Sort
7%*%1%*%-%-%*%-%-%*%-%-%*%

-1-1--1----11Parcels to go
-%*%-%1%-%-%1%-%-%-%-%2%*%

**1-*-*--1--1DX
1%*%1%-%2%-%*%-%-%1%-%-%*%

-**-*------**UPS
-%*%1%-%1%-%-%-%-%-%-%1%*%

Whistl (Previously known
*-*--*--*---*as TNT Post)
3%-%*%-%-%2%-%-%*%-%-%-%*%

*-*---------*Neo Post
1%-%*%-%-%-%-%-%-%-%-%-%*%

*-*---*----**Global Mailing
1%-%*%-%-%-%*%-%-%-%-%*%*%

2*2**-*-*---2Other answers
25%*%3%*%*%-%*%-%1%-%-%-%1%

317465111226117127523331177NET: RM Only
31%93%88%92%86%97%97%100%95%98%94%93%90%

c
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
192381001574413139640574251257Unweighted total

918674121256120128533534195Weighted total

NET: Provider other than
6129104*3-212219RM only

69%7%12%8%14%3%3%-%5%2%6%7%10%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 30  (continuation)                                                                                                                                                    Page 712

QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
-61208103136603322413066257Unweighted total
-3315066112401917710349195Weighted total

-291386010639-1779846177Royal Mail
-%88%92%91%94%99%-%100%95%95%90%

b

--4*2-4-2-4DPD
-%-%2%1%1%-%19%-%2%-%2%

a

--2**-2-*-2APC
-%-%1%*%*%-%10%-%*%-%1%

a

-**-*-2-*-2Pitney Bowes
-%1%*%-%*%-%10%-%*%-%1%

a

-111*-2-*-2DHL
-%2%*%1%*%-%9%-%*%-%1%

a

---2--2---2Parcelforce
-%-%-%3%-%-%9%-%-%-%1%

ba

-2-22-2-2-2TNT Express
-%5%-%3%2%-%9%-%2%-%1%

bba

--1-1-1--11UK Mail
-%-%1%-%1%-%6%-%-%2%1%

a

-*1**-1-*-1Postal Sort
-%*%*%*%*%-%4%-%*%-%*%

a

--1-1-1--11Parcels to go
-%-%*%-%1%-%3%-%-%1%*%

a

-*1***1-**1DX
-%1%*%1%*%*%3%-%*%*%*%

a

--***-*-*-*UPS
-%-%*%*%*%-%2%-%*%-%*%

a

Whistl (Previously known
-***-**--**as TNT Post)
-%*%*%*%-%*%1%-%-%*%*%

--*---*---*Neo Post
-%-%*%-%-%-%1%-%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%*%-%*%-%*%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
-61208103136603322413066257Unweighted total
-3315066112401917710349195Weighted total

-*2*-*2--*2Other answers
-%1%2%1%-%1%12%-%-%1%1%

a

-291386010639-1779846177NET: RM Only
-%88%92%91%94%99%-%100%95%95%90%

b

NET: Provider other than
-41267119-5219RM only
-%12%8%9%6%1%100%-%5%5%10%

a
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194132186226556122140-5116994257Unweighted total
11211429113616843784107-2411868195Weighted total

11101308512415443481100-1810658177Royal Mail
58%91%91%93%91%92%100%92%96%93%-%77%90%86%90%

c

*21133--12--324DPD
42%2%1%2%2%2%-%-%1%1%-%-%3%3%2%

-22-22--**--2*2APC
-%1%1%-%1%1%-%-%*%*%-%-%2%*%1%

-1*-**---*-1112Pitney Bowes
-%1%*%-%*%*%-%-%-%*%-%4%1%2%1%

--2*21-***-2222DHL
-%-%1%*%1%*%-%*%*%*%-%7%1%3%1%

b

-------------22Parcelforce
-%-%-%-%-%-%-%-%-%-%-%-%-%3%1%

b

-22222-2-2-2-22TNT Express
-%1%1%2%1%1%-%5%-%2%-%7%-%3%1%

bbb

-111-1--11----1UK Mail
-%1%1%1%-%1%-%-%1%1%-%-%-%-%1%

-11**1-***-**-1Postal Sort
-%1%*%*%*%*%-%*%*%*%-%*%*%-%*%

-111-1---1----1Parcels to go
-%1%*%1%-%*%-%-%-%1%-%-%-%-%*%

-**1**-**1-*1*1DX
-%*%*%1%*%*%-%1%1%1%-%2%1%1%*%

-*****-***--***UPS
-%*%*%*%*%*%-%1%*%*%-%-%*%*%*%

Whistl (Previously known
-*****-***-****as TNT Post)
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

--------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

-*2*22-***-*2*2Other answers
-%*%1%*%1%1%-%1%*%*%-%1%2%*%1%

11101308512415443481100-1810658177NET: RM Only
58%91%91%93%91%92%100%92%96%93%-%77%90%86%90%

c

NET: Provider other than
*101361214-337-6121019RM only

42%9%9%7%9%8%-%8%4%7%-%23%10%14%10%

b
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
7106914217823351067599257Unweighted total
5124101081261425705566195Weighted total

511491021131323665262177Royal Mail
100%91%100%99%94%89%96%93%94%95%94%90%

----*3--**14DPD
-%-%-%-%*%3%-%-%1%1%2%2%

----22--*-*2APC
-%-%-%-%2%1%-%-%*%-%*%1%

----**-----2Pitney Bowes
-%-%-%-%*%*%-%-%-%-%-%1%

-----2----*2DHL
-%-%-%-%-%1%-%-%-%-%*%1%

-----------2Parcelforce
-%-%-%-%-%-%-%-%-%-%-%1%

-------22--2TNT Express
-%-%-%-%-%-%-%7%2%-%-%1%

ab

-1--11---111UK Mail
-%9%-%-%1%1%-%-%-%2%2%1%

----11--*--1Postal Sort
-%-%-%-%1%1%-%-%*%-%-%*%

----11--1111Parcels to go
-%-%-%-%1%*%-%-%1%1%1%*%

----*1*-*111DX
-%-%-%-%*%*%4%-%1%1%1%*%

----**--*--*UPS
-%-%-%-%*%*%-%-%*%-%-%*%

Whistl (Previously known
---***--*--*as TNT Post)
-%-%-%1%*%*%-%-%*%-%-%*%

-----------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

----*2***-*2Other answers
-%-%-%-%*%2%*%*%*%-%*%1%

511491021131323665262177NET: RM Only
100%91%100%99%94%89%96%93%94%95%94%90%

NET: Provider other than
-1-*6131243419RM only
-%9%-%1%6%11%4%7%6%5%6%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
190628217199241179254233252229250257Unweighted total
137556164264179134192171191173190195Weighted total

123546153-57162123173156173156171177Royal Mail
90%97%100%93%-%89%90%92%90%91%91%90%90%90%

3--3-143444444DPD
2%-%-%2%-%2%2%3%2%2%2%2%2%2%

2--22-2*2*2222APC
1%-%-%1%100%-%1%*%1%*%1%1%1%1%

1--1-222222222Pitney Bowes
1%-%-%*%-%2%1%1%1%1%1%1%1%1%

2--1-221212122DHL
1%-%-%*%-%3%1%1%1%1%1%*%1%1%

------22222222Parcelforce
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

2----222222222TNT Express
1%-%-%-%-%3%1%1%1%1%1%1%1%1%

-1----1-111111UK Mail
-%2%-%-%-%-%1%-%1%1%1%1%1%1%

1*-1-**-111111Postal Sort
*%*%-%*%-%*%*%-%*%*%*%*%*%*%

1--1-11-111111Parcels to go
*%-%-%*%-%1%*%-%*%*%*%*%*%*%

1-----**1****1DX
*%-%-%-%-%-%*%*%*%*%*%*%*%*%

*--*-*********UPS
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

Whistl (Previously known
**-*-*********as TNT Post)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

-----*********Neo Post
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

2*-2-*2*222222Other answers
1%*%-%1%-%*%1%*%1%1%1%1%1%1%

123546153-57162123173156173156171177NET: RM Only
90%97%100%93%-%89%90%92%90%91%91%90%90%90%

NET: Provider other than
142-11271711181518171819RM only
10%3%-%7%100%11%10%8%10%9%9%10%10%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbaba*baSignificance Level: 95%
11614114125883917048208499219257Unweighted total

9010510621682613832156393174195Weighted total

83949820592212529139373157177Royal Mail
92%89%93%96%86%85%91%93%89%95%100%90%90%

222-1*313*-34DPD
2%1%2%-%2%*%2%2%2%*%-%1%2%

2-*-2-2*2--22APC
2%-%*%-%3%-%1%1%1%-%-%1%1%

*11-1*2-2--22Pitney Bowes
1%1%1%-%2%*%1%-%1%-%-%1%1%

111-111-2--22DHL
1%1%1%-%2%4%*%-%1%-%-%1%1%

-2--2-2--2-22Parcelforce
-%2%-%-%3%-%1%-%-%4%-%1%1%

b

2---2-2-2--22TNT Express
2%-%-%-%2%-%1%-%1%-%-%1%1%

-1--1--11--11UK Mail
-%1%-%-%2%-%-%3%1%-%-%1%1%

b

-1-1*-1*1--11Postal Sort
-%1%-%3%*%-%*%*%*%-%-%*%*%

-11---1-1--11Parcels to go
-%1%1%-%-%-%*%-%*%-%-%*%*%

***--**-1--11DX
*%*%*%-%-%2%*%-%*%-%-%*%*%

*-*---*-*--**UPS
*%-%*%-%-%-%*%-%*%-%-%*%*%

Whistl (Previously known
-*-***-**--**as TNT Post)
-%*%-%1%*%1%-%*%*%-%-%*%*%

*-*--*--*--**Neo Post
*%-%*%-%-%*%-%-%*%-%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

-22-*2**2--22Other answers
-%2%2%-%*%7%*%*%1%-%-%1%1%

b

83949820592212529139373157177NET: RM Only
92%89%93%96%86%85%91%93%89%95%100%90%90%

NET: Provider other than
71181104132172-1819RM only
8%11%7%4%14%15%9%7%11%5%-%10%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*dc*b*a*dc*baSignificance Level: 95%
9524151530132326341453257Unweighted total
42124714691013522195Weighted total

419361258912218177Royal Mail
100%90%72%71%84%84%81%86%89%90%49%80%90%

--1--1-----14DPD
-%-%8%-%-%7%-%-%-%-%-%4%2%

-*---*-*-*-*2APC
-%10%-%-%-%1%-%2%-%1%-%1%1%

--*1------112Pitney Bowes
-%-%*%27%-%-%-%-%-%-%24%5%1%

--1*-*-***112DHL
-%-%9%1%-%*%-%1%1%*%24%5%1%

------------2Parcelforce
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------2TNT Express
-%-%-%-%-%-%-%-%-%-%-%-%1%

--1-111111-11UK Mail
-%-%9%-%16%8%19%11%10%8%-%5%1%

------------1Postal Sort
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------1Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------1DX
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*UPS
-%-%-%-%-%-%-%-%-%-%-%-%*%

Whistl (Previously known
------------*as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Neo Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%1%*%*%

--*-------*-2Other answers
-%-%*%-%-%-%-%-%-%-%1%-%1%

419361258912218177NET: RM Only
100%90%72%71%84%84%81%86%89%90%49%80%90%

NET: Provider other than
-*311211112419RM only
-%10%28%29%16%16%19%14%11%10%51%20%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
14122718292415105661036257Unweighted total
1515142327151062291128195Weighted total

13151323261296189725177Royal Mail
87%95%91%98%98%84%97%98%80%100%65%91%90%

2*--*---1---4DPD
13%1%-%-%2%-%-%-%4%-%-%-%2%

--------*--22APC
-%-%-%-%-%-%-%-%1%-%-%6%1%

---*----1-*-2Pitney Bowes
-%-%-%2%-%-%-%-%5%-%2%-%1%

--1-----1---2DHL
-%-%4%-%-%-%-%-%5%-%-%-%1%

----------2-2Parcelforce
-%-%-%-%-%-%-%-%-%-%16%-%1%

----------2-2TNT Express
-%-%-%-%-%-%-%-%-%-%16%-%1%

--------1---1UK Mail
-%-%-%-%-%-%-%-%5%-%-%-%1%

-1---------*1Postal Sort
-%4%-%-%-%-%-%-%-%-%-%*%*%

--1---------1Parcels to go
-%-%4%-%-%-%-%-%-%-%-%-%*%

-----------11DX
-%-%-%-%-%-%-%-%-%-%-%2%*%

------*----**UPS
-%-%-%-%-%-%3%-%-%-%-%*%*%

Whistl (Previously known
-----*-----**as TNT Post)
-%-%-%-%-%1%-%-%-%-%-%*%*%

-----*------*Neo Post
-%-%-%-%-%1%-%-%-%-%-%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

-----2-**---2Other answers
-%-%-%-%-%15%-%2%*%-%-%-%1%

13151323261296189725177NET: RM Only
87%95%91%98%98%84%97%98%80%100%65%91%90%

NET: Provider other than
211**2**5-4319RM only

13%5%9%2%2%16%3%2%20%-%35%9%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
53718152257Unweighted total
44653848195Weighted total

40623342177Royal Mail
91%95%87%87%90%

2*1-4DPD
5%1%3%-%2%

--*22APC
-%-%*%4%1%

-*1*2Pitney Bowes
-%1%3%1%1%

1-1-2DHL
1%-%3%-%1%

---22Parcelforce
-%-%-%4%1%

---22TNT Express
-%-%-%4%1%

--1-1UK Mail
-%-%3%-%1%

1--*1Postal Sort
1%-%-%*%*%

1---1Parcels to go
1%-%-%-%*%

---11DX
-%-%-%1%*%

--***UPS
-%-%1%*%*%

Whistl (Previously known
-*-**as TNT Post)
-%*%-%*%*%

-*--*Neo Post
-%*%-%-%*%

--*-*Global Mailing
-%-%*%-%*%

-2*-2Other answers
-%3%*%-%1%

40623342177NET: RM Only
91%95%87%87%90%

NET: Provider other than
435619RM only
9%5%13%13%10%
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QV5b.1 Which would you say is your organisation's main postal service provider for letters and large letters in terms of the value of your contract with them?
Base: All who use 2 or more mail service providers (QV4=2 or more codes selected) and send letters/large letters at (QV6a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

111117105126235613379402Royal Mail
55%62%42%68%69%71%88%74%65%66%66%

cceabe

2-2912----3232Hermes
9%-%5%6%7%-%-%-%-%6%5%

bce

2*63102**12830DPD
9%1%15%2%6%6%1%5%7%5%5%

babd

***991**12324Parcelforce
1%1%*%6%5%3%1%2%4%4%4%

2-2351***2122DHL
10%-%4%2%3%2%4%1%2%4%4%

ab

2-3441***1818UPS
9%-%9%3%2%2%2%3%2%3%3%

aba

*-266*--*1414UK Mail
1%-%5%4%3%1%-%-%1%2%2%

-2244*--*1313APC
-%11%4%2%2%1%-%-%2%2%2%

abe

*2*2-1-*189TNT Express
2%14%1%1%-%4%-%3%6%1%2%

abceaa

*2-*-1**145FedEx
1%12%-%*%-%3%2%1%4%1%1%

abceaa

--*2-----33DX
-%-%1%1%-%-%-%-%-%1%1%

--21-----33Collect Plus
-%-%5%1%-%-%-%-%-%1%*%

a

-----*-**22Pitney Bowes
-%-%-%-%-%1%-%1%1%*%*%

---2-----22One Post
-%-%-%1%-%-%-%-%-%*%*%

---1-----22Parcels to go
-%-%-%1%-%-%-%-%-%*%*%

--*--1-**12Tuffnels
-%-%*%-%-%2%-%3%2%*%*%

aaa

--*------22Local Courier
-%-%1%-%-%-%-%-%-%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

---*-----**Fastway Couriers
-%-%-%*%-%-%-%-%-%*%*%

--*------**Coopers Carriers
-%-%1%-%-%-%-%-%-%*%*%

-----*-**-*Postal Sort
-%-%-%-%-%*%-%1%*%-%*%

a

-----*--*-*Global Mailing
-%-%-%-%-%*%-%-%*%-%*%

**4461**12426Other answers
2%1%10%3%3%4%1%6%4%4%4%

b

111117105126235613379402NET: RM Only
55%62%42%68%69%71%88%74%65%66%66%

cceabe

NET: Provider other than
9722505610127197207RM only

45%38%58%32%31%29%12%26%35%34%34%

aabddd
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

13172334933384263299603046402Royal Mail
66%67%78%65%67%69%74%61%63%87%59%73%63%66%

acfj

-113124111--36532Hermes
-%3%2%6%4%7%2%10%-%-%3%14%6%5%

mmekmcegklmm

1112714355-4-530DPD
5%3%4%5%2%7%6%4%12%-%4%-%7%5%

i

2*121*32*5-71224Parcelforce
10%2%4%4%1%6%3%*%12%-%7%3%3%4%

fijlffijlf

*1-2142151-8-*22DHL
2%2%-%4%7%4%2%5%2%-%8%-%*%4%

kakkak

-*117--132-5-518UPS
-%2%4%3%-%-%2%3%5%-%5%-%7%3%

mm

-1-134-2---24214UK Mail
-%2%-%2%8%-%3%-%-%-%2%10%3%2%

fhjkmcefhjkm

-1111-251--2*213APC
-%3%3%2%-%3%8%1%-%-%2%*%3%2%

fijm

*1*8*--3-*2*29TNT Express
1%2%1%2%1%-%-%3%-%3%2%1%3%2%

--*4-**2--*-25FedEx
-%-%1%1%-%1%*%2%-%-%*%-%3%1%

1*-2---2-----3DX
6%2%-%*%-%-%-%2%-%-%-%-%-%1%

cjk

---3---2----13Collect Plus
-%-%-%1%-%-%-%2%-%-%-%-%1%*%

---22-*---*--2Pitney Bowes
-%-%-%*%4%-%*%-%-%-%*%-%-%*%

j

---22--------2One Post
-%-%-%*%4%-%-%-%-%-%-%-%-%*%

j

--11--------12Parcels to go
-%-%2%*%-%-%-%-%-%-%-%-%1%*%

j

---2---*1---*2Tuffnels
-%-%-%*%-%-%-%*%2%-%-%-%*%*%

j
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

--*1---1-----2Local Courier
-%-%2%*%-%-%-%1%-%-%-%-%-%*%

j

*------------*Fastway Couriers
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

j

-*-----------*Coopers Carriers
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

j

*------------*Postal Sort
1%-%-%-%-%-%-%-%-%-%-%-%-%*%

---*------*--*Global Mailing
-%-%-%*%-%-%-%-%-%-%*%-%-%*%

12*222226218--26Other answers
7%9%*%4%4%3%3%5%4%11%8%-%-%4%

akakkak

13172334933384263299603046402NET: RM Only
66%67%78%65%67%69%74%61%63%87%59%73%63%66%

acfj

NET: Provider other than
78618516171540171421127207RM only

34%33%22%35%33%31%26%39%37%13%41%27%37%34%

kkkk
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

3037296306135347142276483402Royal Mail
62%66%67%66%72%91%55%60%69%74%56%87%66%

bebdeh

23062610-217--4-32Hermes
4%5%4%6%5%-%15%7%-%-%4%-%5%

32792110--162-2-30DPD
7%5%6%5%5%-%-%7%6%-%3%-%5%

*245197-*83*6-24Parcelforce
1%4%3%4%4%-%*%3%7%1%8%-%4%

22031942-92*4-22DHL
4%3%2%4%2%5%-%4%5%1%5%-%4%

2162165--8114-18UPS
4%3%2%3%2%-%-%3%2%8%5%-%3%

212582--62-4-14UK Mail
4%2%4%2%1%-%-%3%4%-%5%-%2%

h

2113101125-*4-13APC
3%2%2%2%1%3%15%2%-%1%5%-%2%

h

18361--7*-1-9TNT Express
2%1%2%1%1%-%-%3%1%-%2%-%2%

h

*414*-2*--3-5FedEx
1%1%*%1%*%-%14%*%-%-%3%-%1%

eh

22-32*-*----3DX
4%*%-%1%1%1%-%*%-%-%-%-%1%

a

12-3---3----3Collect Plus
2%*%-%1%-%-%-%1%-%-%-%-%*%

a

-22**--2----2Pitney Bowes
-%*%1%*%*%-%-%1%-%-%-%-%*%

a

-2-22-------2One Post
-%*%-%*%1%-%-%-%-%-%-%-%*%

11-21--1----2Parcels to go
1%*%-%*%*%-%-%*%-%-%-%-%*%

*1*1---*1-*-2Tuffnels
*%*%*%*%-%-%-%*%2%-%1%-%*%

eh

-2-2*---1---2Local Courier
-%*%-%*%*%-%-%-%3%-%-%-%*%

eh
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

-**--------**Fastway Couriers
-%*%*%-%-%-%-%-%-%-%-%13%*%

-**----*----*Coopers Carriers
-%*%*%-%-%-%-%*%-%-%-%-%*%

-***-*---*--*Postal Sort
-%*%*%*%-%*%-%-%-%1%-%-%*%

-*-**-------*Global Mailing
-%*%-%*%*%-%-%-%-%-%-%-%*%

2248188-*12*14-26Other answers
4%4%5%4%4%-%*%5%1%15%4%-%4%

3037296306135347142276483402NET: RM Only
62%66%67%66%72%91%55%60%69%74%56%87%66%

bebdeh

NET: Provider other than
181894815954459312237*207RM only
38%34%33%34%28%9%45%40%31%26%44%13%34%

gghggh
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

1586717212390402Royal Mail
67%70%65%53%67%66%

17213-3232Hermes
7%2%5%-%6%5%

b

14313*3030DPD
6%4%5%*%5%5%

114951924Parcelforce
5%4%3%23%3%4%

741031922DHL
3%4%4%12%3%4%

3510*1818UPS
1%5%4%2%3%3%

c

318-1414UK Mail
1%1%3%-%2%2%

823*1213APC
3%2%1%2%2%2%

226-99TNT Express
1%2%2%-%2%2%

122-55FedEx
*%2%1%-%1%1%

-3*-33DX
-%3%*%-%1%1%

ac

--3-33Collect Plus
-%-%1%-%*%*%

2-*-22Pitney Bowes
1%-%*%-%*%*%

2---22One Post
1%-%-%-%*%*%

-11-22Parcels to go
-%1%*%-%*%*%

**1-22Tuffnels
*%*%*%-%*%*%

--2-22Local Courier
-%-%1%-%*%*%

*---**Fastway Couriers
*%-%-%-%*%*%

*---**Coopers Carriers
*%-%-%-%*%*%

*-*-**Postal Sort
*%-%*%-%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

*---**Global Mailing
*%-%-%-%*%*%

11*1322426Other answers
5%*%5%7%4%4%

bb

1586717212390402NET: RM Only
67%70%65%53%67%66%

NET: Provider other than
79289511196207RM only
33%30%35%47%33%34%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

1122167416386*-*2*1396290402Royal Mail
55%67%86%60%66%100%-%50%89%10%63%54%71%66%

cbcbb

9194329----2262332Hermes
4%6%5%13%5%-%-%-%-%67%8%3%6%5%

abi

1614-129---*-1151430DPD
8%4%-%4%5%-%-%-%11%-%4%8%3%5%

aai

10131123----**101424Parcelforce
5%4%1%3%4%-%-%-%-%18%1%5%3%4%

7114121-----161422DHL
4%3%4%4%4%-%-%-%-%-%5%4%4%4%

810**18-----*81018UPS
4%3%*%1%3%-%-%-%-%-%1%5%2%3%

95-113-----18514UK Mail
4%2%-%4%2%-%-%-%-%-%5%4%1%2%

abaa

76**13-----*7613APC
3%2%1%1%2%-%-%-%-%-%1%4%2%2%

46**9-----*369TNT Express
2%2%*%1%2%-%-%-%-%-%1%2%1%2%

22-*4----**225FedEx
1%1%-%1%1%-%-%-%-%2%1%1%1%1%

31--3------313DX
1%*%-%-%1%-%-%-%-%-%-%2%*%1%

a

-3--3-------33Collect Plus
-%1%-%-%1%-%-%-%-%-%-%-%1%*%

*2--2------*22Pitney Bowes
*%1%-%-%*%-%-%-%-%-%-%*%*%*%

2---2------2-2One Post
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

a

-11-2-------22Parcels to go
-%*%1%-%*%-%-%-%-%-%-%-%*%*%

2--*1--*---1-2Tuffnels
1%-%-%1%*%-%-%50%-%-%-%1%-%*%

a

-2--2-------22Local Courier
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

-*--*-------**Fastway Couriers
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*Coopers Carriers
*%-%-%-%*%-%-%-%-%-%-%*%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

*--**-----**-*Postal Sort
*%-%-%*%*%-%-%-%-%-%*%*%-%*%

*---*------*-*Global Mailing
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

13121224----*2111326Other answers
6%4%1%7%4%-%-%-%-%4%8%6%3%4%

a

1122167416386*-*2*1396290402NET: RM Only
55%67%86%60%66%100%-%50%89%10%63%54%71%66%

cbcbb

NET: Provider other than
911051211196--**2880116207RM only
45%33%14%40%34%-%-%50%11%90%37%46%29%34%

abaai
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

*2*4621299296126402331253286402Royal Mail
100%51%13%39%56%83%73%65%68%66%72%74%71%66%

dfdfdf

--*4-3925103216161332Hermes
-%-%19%41%-%14%2%6%5%5%3%5%3%5%

a

----*-2525123025152330DPD
-%-%-%-%1%-%6%5%7%5%5%4%6%5%

------132252413101124Parcelforce
-%-%-%-%-%-%3%5%3%4%3%3%3%4%

-----*13163221371022DHL
-%-%-%-%-%1%3%4%1%4%3%2%3%4%

---2--10135181161118UPS
-%-%-%20%-%-%2%3%3%3%2%2%3%3%

--1---9106141051014UK Mail
-%-%68%-%-%-%2%2%3%2%2%1%2%2%

-----*51061353413APC
-%-%-%-%-%*%1%2%3%2%1%1%1%2%

abc

-----*75*98669TNT Express
-%-%-%-%-%*%2%1%*%2%2%2%2%2%

-----*42254145FedEx
-%-%-%-%-%*%1%1%1%1%1%*%1%1%

b

------33133333DX
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

---------3---3Collect Plus
-%-%-%-%-%-%-%-%-%*%-%-%-%*%

------22222222Pitney Bowes
-%-%-%-%-%-%*%*%1%*%*%1%*%*%

------22-22222One Post
-%-%-%-%-%-%*%*%-%*%*%1%*%*%

----1--1-21-12Parcels to go
-%-%-%-%6%-%-%*%-%*%*%-%*%*%

-----*11*21*12Tuffnels
-%-%-%-%-%1%*%*%*%*%*%*%*%*%

------22-22*22Local Courier
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------*--**-**Fastway Couriers
-%-%-%-%-%-%*%-%-%*%*%-%*%*%

------********Coopers Carriers
-%-%-%-%-%-%*%*%*%*%*%*%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

-----***-*****Postal Sort
-%-%-%-%-%*%*%*%-%*%*%*%*%*%

------********Global Mailing
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-2-*4*81952614111226Other answers
-%49%-%*%36%1%2%4%3%4%3%3%3%4%

*2*4621299296126402331253286402NET: RM Only
100%51%13%39%56%83%73%65%68%66%72%74%71%66%

dfdfdf

NET: Provider other than
-216441131565820713089116207RM only
-%49%87%61%44%17%27%35%32%34%28%26%29%34%

abcabc
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

4689780831-**-65390402Royal Mail
100%74%72%71%69%100%-%100%100%-%83%52%67%66%

-6326----3--2932Hermes
-%6%2%1%5%-%-%-%-%65%-%-%5%5%

b

-7585-----142530DPD
-%8%4%7%4%-%-%-%-%-%15%39%4%5%

-*544------*2424Parcelforce
-%*%4%4%3%-%-%-%-%-%-%5%4%4%

ddd

-2354-------2222DHL
-%2%2%4%3%-%-%-%-%-%-%-%4%4%

-*614-----*-1818UPS
-%1%5%1%3%-%-%-%-%-%2%-%3%3%

d

-2125----2--1214UK Mail
-%2%1%2%4%-%-%-%-%34%-%-%2%2%

-*221------*1313APC
-%*%1%2%1%-%-%-%-%-%-%*%2%2%

--215-------99TNT Express
-%-%2%1%4%-%-%-%-%-%-%-%2%2%

d

-*22-------*55FedEx
-%*%1%2%-%-%-%-%-%-%-%1%1%1%

-3----------33DX
-%3%-%-%-%-%-%-%-%-%-%-%1%1%

abc

------------33Collect Plus
-%-%-%-%-%-%-%-%-%-%-%-%*%*%

-*2*--------22Pitney Bowes
-%*%1%*%-%-%-%-%-%-%-%-%*%*%

--2---------22One Post
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

----1-------22Parcels to go
-%-%-%-%1%-%-%-%-%-%-%-%*%*%

-*-1*------*12Tuffnels
-%*%-%1%*%-%-%-%-%-%-%2%*%*%

---1*-------22Local Courier
-%-%-%1%*%-%-%-%-%-%-%-%*%*%

----*-------**Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-*----------**Coopers Carriers
-%1%-%-%-%-%-%-%-%-%-%-%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

-*----------**Postal Sort
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

---*-------*-*Global Mailing
-%-%-%*%-%-%-%-%-%-%-%1%-%*%

-2543----*-*2526Other answers
-%3%4%3%2%-%-%-%-%1%-%*%4%4%

4689780831-**-65390402NET: RM Only
100%74%72%71%69%100%-%100%100%-%83%52%67%66%

NET: Provider other than
-24383236----515196207RM only
-%26%28%29%31%-%-%-%-%100%17%48%33%34%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

13304398135202442539589161402Royal Mail
5%75%2%88%79%84%59%45%62%56%64%77%66%

bbaabcd

2142584*2825871032Hermes
10%3%16%2%2%1%7%38%6%4%5%5%5%

aac

22320104125-7136430DPD
8%5%13%2%2%5%6%-%8%8%4%2%5%

acaa

481862220*567624Parcelforce
20%2%12%1%1%7%5%2%6%3%5%3%4%

aacc

1121758-14-176822DHL
3%3%11%1%4%-%3%-%1%4%4%4%4%

a

2101086-12**125118UPS
8%2%6%2%4%-%3%2%*%7%4%*%3%

aaadad

19103*-14-338*14UK Mail
4%2%7%1%*%-%3%-%4%2%5%*%2%

acaac

141121*12-542213APC
6%1%7%*%1%1%3%-%6%3%1%1%2%

aacab

16543*6-*2259TNT Express
6%1%3%1%2%*%1%-%1%1%1%2%2%

aa

*45***4*22*15FedEx
1%1%3%*%*%*%1%4%2%1%*%*%1%

aa

-3123-*--21-3DX
-%1%1%*%2%-%*%-%-%1%1%-%1%

a

--3---3--1-23Collect Plus
-%-%2%-%-%-%1%-%-%1%-%1%*%

a

2-2-**2--2*-2Pitney Bowes
9%-%1%-%*%*%*%-%-%1%*%-%*%

aa

-22---2--2--2One Post
-%*%1%-%-%-%*%-%-%1%-%-%*%

a
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

-111--2----22Parcels to go
-%*%1%*%-%-%*%-%-%-%-%1%*%

1*1*--2-*1-*2Tuffnels
4%*%1%*%-%-%*%-%1%1%-%*%*%

a

1*2---2*---12Local Courier
5%*%1%-%-%-%*%10%-%-%-%1%*%

aa

-*-*--*----**Fastway Couriers
-%*%-%*%-%-%*%-%-%-%-%*%*%

-**---*---*-*Coopers Carriers
-%*%*%-%-%-%*%-%-%-%*%-%*%

*-*---*----**Postal Sort
1%-%*%-%-%-%*%-%-%-%-%*%*%

a

*-*---*----**Global Mailing
*%-%*%-%-%-%*%-%-%-%-%*%*%

2122065*21-5106426Other answers
10%3%13%1%3%*%5%-%6%6%4%2%4%

aaaa

13304398135202442539589161402NET: RM Only
5%75%2%88%79%84%59%45%62%56%64%77%66%

bbaabcd

NET: Provider other than
2011015255364167332745048207RM only
95%25%98%12%21%16%41%55%38%44%36%23%34%

aabcaaa
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-44254112-402139648402Royal Mail
-%69%72%74%-%100%7%27%4%78%66%

bb

-413-32--1620-32Hermes
-%6%4%-%16%-%-%11%15%-%5%

aaaa

-121730-12224330DPD
-%2%6%4%15%-%20%15%17%5%5%

aa

-28624--88324Parcelforce
-%3%2%4%12%-%-%6%6%4%4%

a

-510622-*1214122DHL
-%8%3%4%10%-%1%8%10%2%4%

baa

-29718-*913318UPS
-%3%2%4%9%-%4%7%10%4%3%

a

--8214-188114UK Mail
-%-%2%1%7%-%15%5%6%2%2%

a

-*4113-*49213APC
-%1%1%*%6%-%2%3%7%3%2%

a

-2249-258*9TNT Express
-%3%1%3%5%-%24%3%6%1%2%

bba

-*4*5-*45-5FedEx
-%1%1%*%2%-%1%3%3%-%1%

a

-*3*3-*23-3DX
-%1%1%*%2%-%7%2%2%-%1%

a

----3---1-3Collect Plus
-%-%-%-%1%-%-%-%1%-%*%

a

-*222-----2Pitney Bowes
-%*%1%1%1%-%-%-%-%-%*%

a

--2-2--22-2One Post
-%-%*%-%1%-%-%1%1%-%*%

a
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

--1-2-1--12Parcels to go
-%-%*%-%1%-%9%-%-%1%*%

a

--1-2--***2Tuffnels
-%-%*%-%1%-%-%*%*%*%*%

a

--2-2--**-2Local Courier
-%-%*%-%1%-%-%*%*%-%*%

a

-**-*--**-*Fastway Couriers
-%1%*%-%*%-%-%*%*%-%*%

--*-*--**-*Coopers Carriers
-%-%*%-%*%-%-%*%*%-%*%

--*-*-----*Postal Sort
-%-%*%-%*%-%-%-%-%-%*%

--*-*-*-*-*Global Mailing
-%-%*%-%*%-%1%-%*%-%*%

-311426-11115-26Other answers
-%4%3%3%12%-%8%8%11%-%4%

aa

-44254112-402139648402NET: RM Only
-%69%72%74%-%100%7%27%4%78%66%

bb

NET: Provider other than
-2010139207-710613113207RM only
-%31%28%26%100%-%93%73%96%22%34%

aa
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

2183261386252286170273238-38211110402Royal Mail
72%71%77%86%77%74%14%58%74%60%-%69%74%74%66%

abac

-15961613-32216-215532Hermes
-%6%3%1%5%3%-%2%6%4%-%3%5%3%5%

acc

11219131422271127-112530DPD
28%5%5%3%4%6%41%6%3%7%-%2%4%3%5%

cb

-46577-2623-29424Parcelforce
-%2%2%1%2%2%-%2%2%6%-%3%3%3%4%

bc

-6127710-15916-47722DHL
-%2%4%2%2%2%-%13%2%4%-%7%2%5%4%

abb

-589610-6914-16418UPS
-%2%2%2%2%3%-%5%3%4%-%1%2%3%3%

-95349**69--3214UK Mail
-%3%1%1%1%2%6%*%2%2%-%-%1%1%2%

c

-22424-5612-13213APC
-%1%1%1%1%1%-%4%2%3%-%3%1%1%2%

-35555-258-3259TNT Express
-%1%1%1%1%1%-%2%1%2%-%5%1%3%2%

bb

-442*4-343-*1*5FedEx
-%2%1%1%*%1%-%2%1%1%-%*%*%*%1%

-23113-**3-*3*3DX
-%1%1%*%*%1%-%*%*%1%-%1%1%*%1%

---1----13----3Collect Plus
-%-%-%*%-%-%-%-%*%1%-%-%-%-%*%

-------2*2-**22Pitney Bowes
-%-%-%-%-%-%-%1%*%*%-%*%*%1%*%

bb

-2--22---2--2-2One Post
-%1%-%-%1%*%-%-%-%*%-%-%1%-%*%

-111-1--11----2Parcels to go
-%*%*%*%-%*%-%-%*%*%-%-%-%-%*%

-*****--11--**2Tuffnels
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

--*-**---2--*-2Local Courier
-%-%*%-%*%*%-%-%-%*%-%-%*%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

-*---*--*-----*Fastway Couriers
-%*%-%-%-%*%-%-%*%-%-%-%-%-%*%

-*--**--*---*-*Coopers Carriers
-%*%-%-%*%*%-%-%*%-%-%-%*%-%*%

--------**--*-*Postal Sort
-%-%-%-%-%-%-%-%*%*%-%-%*%-%*%

--------**-****Global Mailing
-%-%-%-%-%-%-%-%*%*%-%*%*%*%*%

-765910271517-39326Other answers
-%3%2%1%3%3%39%6%4%4%-%6%3%2%4%

c

2183261386252286170273238-38211110402NET: RM Only
72%71%77%86%77%74%14%58%74%60%-%69%74%74%66%

abac

NET: Provider other than
17479617510045198157-177338207RM only

28%29%23%14%23%26%86%42%26%40%-%31%26%26%34%

ccbb
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

95491952753948197155229402Royal Mail
84%31%39%60%73%80%76%64%72%76%78%66%

bdcd

-5221572-6131032Hermes
-%30%21%12%6%2%4%-%2%7%3%5%

adacdd

12*21415*5841230DPD
10%12%1%12%5%4%1%6%3%2%4%5%

be

--2-4622215724Parcelforce
-%-%20%-%2%2%5%3%8%2%2%4%

ab

*22-51269106822DHL
5%11%18%-%2%4%12%12%4%3%3%4%

abcabc

*---65*3115618UPS
1%-%-%-%2%1%*%4%4%2%2%3%

-1--75**23214UK Mail
-%6%-%-%3%1%1%*%1%2%1%2%

----23*23*313APC
-%-%-%-%1%1%*%3%1%*%1%2%

b

-2-*14*25459TNT Express
-%10%-%2%1%1%*%2%2%2%2%2%

----42*2*415FedEx
-%-%-%-%2%1%*%3%*%2%*%1%

acac

---**3*-1*13DX
-%-%-%3%*%1%1%-%*%*%*%1%

-----1----13Collect Plus
-%-%-%-%-%*%-%-%-%-%*%*%

--------***2Pitney Bowes
-%-%-%-%-%-%-%-%*%*%*%*%

----2------2One Post
-%-%-%-%1%-%-%-%-%-%-%*%

----11--1112Parcels to go
-%-%-%-%*%*%-%-%*%*%*%*%

----**--*1-2Tuffnels
-%-%-%-%*%*%-%-%*%1%-%*%

-----*----12Local Courier
-%-%-%-%-%*%-%-%-%-%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

----*------*Fastway Couriers
-%-%-%-%*%-%-%-%-%-%-%*%

----*------*Coopers Carriers
-%-%-%-%*%-%-%-%-%-%-%*%

-----------*Postal Sort
-%-%-%-%-%-%-%-%-%-%-%*%

-----*-----*Global Mailing
-%-%-%-%-%*%-%-%-%-%-%*%

*--265*482926Other answers
*%-%-%11%2%1%1%5%3%1%3%4%

b

95491952753948197155229402NET: RM Only
84%31%39%60%73%80%76%64%72%76%78%66%

bdcd

NET: Provider other than
2125670701227765063207RM only

16%69%61%40%27%20%24%36%28%24%22%34%

aaba

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 31  (continuation)                                                                                                                                                    Page 743

QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

3129017339-103377243392357390336386402Royal Mail
77%70%79%76%-%61%67%64%67%67%67%67%67%66%

79214-142916302730233032Hermes
2%7%10%3%-%8%5%4%5%5%5%5%5%5%

ba

169120*112723282527232730DPD
4%7%5%4%100%7%5%6%5%5%5%5%5%5%

56-7-41818202018161624Parcelforce
1%4%-%2%-%2%3%5%3%4%3%3%3%4%

b

122-12-101714211621182122DHL
3%1%-%3%-%6%3%4%4%3%4%4%4%4%

b

6619-31817181618171718UPS
2%5%5%2%-%2%3%4%3%3%3%3%3%3%

bc

81-8-1125141414121414UK Mail
2%1%-%2%-%1%2%1%2%3%2%2%2%2%

62-7-5129121112101113APC
1%1%-%2%-%3%2%2%2%2%2%2%2%2%

62*4-597989899TNT Express
1%2%1%1%-%3%2%2%2%2%2%2%2%2%

5--5-*54535555FedEx
1%-%-%1%-%*%1%1%1%*%1%1%1%1%

3--3-*31333333DX
1%-%-%1%-%*%1%*%1%1%*%1%*%1%

1--1--22322223Collect Plus
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

-----*22222222Pitney Bowes
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

2--2----222222One Post
*%-%-%*%-%-%-%-%*%*%*%*%*%*%

1--1-12-222222Parcels to go
*%-%-%*%-%*%*%-%*%*%*%*%*%*%

1--1-111111112Tuffnels
*%-%-%*%-%1%*%*%*%*%*%*%*%*%

-*-*-*22222222Local Courier
-%*%-%*%-%*%*%*%*%*%*%*%*%*%

*--*-**-******Fastway Couriers
*%-%-%*%-%*%*%-%*%*%*%*%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

*--*--********Coopers Carriers
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

-----*********Postal Sort
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

*--*--********Global Mailing
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

13*-13-102519262426202526Other answers
3%*%-%3%-%6%4%5%4%4%4%4%4%4%

3129017339-103377243392357390336386402NET: RM Only
77%70%79%76%-%61%67%64%67%67%67%67%67%66%

NET: Provider other than
92385109*65184138197176192164188207RM only
23%30%21%24%100%39%33%36%33%33%33%33%33%34%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

17822431125625128561486*52402Royal Mail
63%68%77%48%42%68%67%59%23%11%9%22%66%

aba

1814106172237249*2632Hermes
7%4%2%11%11%2%5%7%12%15%9%11%5%

cc

14169318317111911*2930DPD
5%5%2%5%12%3%4%10%9%20%4%12%5%

cbcb

131165134164168*2024Parcelforce
5%3%1%10%9%5%4%4%8%13%3%9%4%

cc

12911383172202-1822DHL
4%3%3%5%6%3%4%2%10%3%-%8%4%

51312155122144-1418UPS
2%4%3%3%3%6%3%2%7%7%-%6%3%

5910232111131-1414UK Mail
2%3%2%3%2%2%3%1%6%2%-%6%2%

85445*94103-1113APC
3%1%1%7%3%*%2%4%5%5%-%5%2%

cc

455-5*8136*99TNT Express
1%2%1%-%3%*%2%1%2%11%11%4%2%

b

324***3232-45FedEx
1%1%1%*%*%*%1%2%1%3%-%2%1%

223-**2*3--33DX
1%*%1%-%*%1%1%*%2%-%-%1%1%

3---3-3-3--33Collect Plus
1%-%-%-%2%-%1%-%1%-%-%1%*%

ac

-22-*-2-2--22Pitney Bowes
-%1%*%-%*%-%*%-%1%-%-%1%*%

2---2--2-2-22One Post
1%-%-%-%1%-%-%2%-%3%-%1%*%

cbb

1111--2-11-22Parcels to go
*%*%*%2%-%-%*%-%*%2%-%1%*%

c

*11-1-1*1*-12Tuffnels
*%*%*%-%*%-%*%*%1%*%-%1%*%

*1-1*1*-1*-22Local Courier
*%*%-%2%*%1%*%-%1%1%-%1%*%

cb
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

-**---*-*---*Fastway Couriers
-%*%*%-%-%-%*%-%*%-%-%-%*%

-**---*-*--**Coopers Carriers
-%*%*%-%-%-%*%-%*%-%-%*%*%

****--*-**-**Postal Sort
*%*%*%*%-%-%*%-%*%*%-%*%*%

*---**--*--**Global Mailing
*%-%-%-%*%*%-%-%*%-%-%*%*%

13121529514722322326Other answers
5%4%4%4%6%7%3%7%11%5%64%10%4%

17822431125625128561486*52402NET: RM Only
63%68%77%48%42%68%67%59%23%11%9%22%66%

aba

NET: Provider other than
1021059128872414142155523182207RM only

37%32%23%52%58%32%33%41%77%89%91%78%34%

ccb
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

1532114193416382254244402Royal Mail
76%64%62%82%78%76%80%78%64%77%60%75%66%

bd

--1-----11--32Hermes
-%-%3%-%-%-%-%-%3%2%-%-%5%

a

--32-2-1*1-330DPD
-%-%9%13%-%4%-%2%*%2%-%5%5%

dd

*11**2*232-324Parcelforce
*%25%3%3%*%5%1%5%8%3%-%5%4%

1-**-1-112*122DHL
6%-%*%*%-%3%-%2%3%3%3%2%4%

b

--3-111222-118UPS
-%-%9%-%4%2%5%4%6%3%-%2%3%

a

--1*111111-114UK Mail
-%-%3%2%6%2%7%2%4%2%-%2%2%

2**-11*212-213APC
11%4%1%-%6%3%2%3%3%2%-%3%2%

ab

--2--1-111129TNT Express
-%-%6%-%-%3%-%2%3%2%31%4%2%

*--**-*-**-*5FedEx
1%-%-%1%*%-%*%-%1%*%-%*%1%

------------3DX
-%-%-%-%-%-%-%-%-%-%-%-%1%

1--------1--3Collect Plus
6%-%-%-%-%-%-%-%-%2%-%-%*%

b

--*--*-*****2Pitney Bowes
-%-%*%-%-%*%-%*%*%*%2%*%*%

------------2One Post
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------2Parcels to go
-%-%-%-%-%-%-%-%-%-%-%-%*%

--1-1-1-11-12Tuffnels
-%-%3%-%4%-%5%-%3%1%-%2%*%

acac

------------2Local Courier
-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

------------*Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%-%-%*%

---*----**--*Postal Sort
-%-%-%*%-%-%-%-%*%*%-%-%*%

--*-------***Global Mailing
-%-%*%-%-%-%-%-%-%-%2%*%*%

*****1*1*1*126Other answers
*%8%1%*%2%1%2%1%*%1%2%1%4%

1532114193416382254244402NET: RM Only
76%64%62%82%78%76%80%78%64%77%60%75%66%

bd

NET: Provider other than
521335104111216115207RM only

24%36%38%18%22%24%20%22%36%23%40%25%34%

ac
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

20353453353124205762662402Royal Mail
62%70%59%64%60%71%69%73%71%33%70%70%66%

-72942111*2432Hermes
-%14%3%11%7%4%4%2%1%3%5%4%5%

adjldld

-2343*4154-430DPD
-%4%5%5%5%*%12%3%7%23%-%5%5%

bgl

224213*-3-2524Parcelforce
8%4%7%3%1%6%1%-%3%-%5%6%4%

2124431122-*22DHL
6%1%4%5%7%8%3%4%3%10%-%*%4%

aaaaaa

2-21-221322218UPS
6%-%3%1%-%5%5%5%4%10%4%2%3%

2-44--1-1--214UK Mail
6%-%7%4%-%-%4%-%2%-%-%2%2%

dg

-22*42--3---13APC
-%5%3%1%7%4%-%-%3%-%-%-%2%

aaaa

2-*2*1--2-219TNT Express
6%-%*%2%1%1%-%-%3%-%4%1%2%

a

-**22-*-*--*5FedEx
-%*%*%2%3%-%1%-%*%-%-%*%1%

d

-1--------*23DX
-%1%-%-%-%-%-%-%-%-%1%2%1%

d

--------1--23Collect Plus
-%-%-%-%-%-%-%-%1%-%-%2%*%

----2*--*---2Pitney Bowes
-%-%-%-%3%*%-%-%*%-%-%-%*%

d

-----------22One Post
-%-%-%-%-%-%-%-%-%-%-%2%*%

d

--1----1----2Parcels to go
-%-%1%-%-%-%-%4%-%-%-%-%*%

ad

--*-**--1---2Tuffnels
-%-%*%-%*%1%-%-%1%-%-%-%*%

-------1---*2Local Courier
-%-%-%-%-%-%-%4%-%-%-%1%*%

d
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

-----------**Fastway Couriers
-%-%-%-%-%-%-%-%-%-%-%1%*%

----------*-*Coopers Carriers
-%-%-%-%-%-%-%-%-%-%1%-%*%

--------*-*-*Postal Sort
-%-%-%-%-%-%-%-%*%-%*%-%*%

--------*---*Global Mailing
-%-%-%-%-%-%-%-%*%-%-%-%*%

21424211143226Other answers
6%1%6%3%6%4%3%4%1%21%9%2%4%

dddd

20353453353124205762662402NET: RM Only
62%70%59%64%60%71%69%73%71%33%70%70%66%

NET: Provider other than
12152329231311724121127207RM only
38%30%41%36%40%29%31%27%29%67%30%30%34%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

8911910194402Royal Mail
64%65%71%65%66%

9143632Hermes
7%8%2%4%5%

bb

4710830DPD
3%4%7%6%5%

863724Parcelforce
6%3%2%5%4%

b

5114222DHL
3%6%3%1%4%

a

436518UPS
3%1%4%4%3%

643214UK Mail
4%2%2%1%2%

463-13APC
3%3%2%-%2%

aa

23229TNT Express
2%1%2%2%2%

*41*5FedEx
*%2%*%*%1%

1--33DX
*%-%-%2%1%

b

--123Collect Plus
-%-%1%1%*%

-2*-2Pitney Bowes
-%1%*%-%*%

---22One Post
-%-%-%1%*%

1-1-2Parcels to go
*%-%1%-%*%

**1-2Tuffnels
*%*%1%-%*%

--1*2Local Courier
-%-%1%*%*%

---**Fastway Couriers
-%-%-%*%*%

---**Coopers Carriers
-%-%-%*%*%

--***Postal Sort
-%-%*%*%*%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

--*-*Global Mailing
-%-%*%-%*%

683926Other answers
5%4%2%6%4%

b

8911910194402NET: RM Only
64%65%71%65%66%

NET: Provider other than
50654250207RM only
36%35%29%35%34%
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QV5b.2 Which would you say is your organisation's main postal service provider for parcels and packets in terms of the value of your contract with them?
Base: All who send parcels/packets at (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1245995275290559751443409091468Unweighted total

373473266309639163910241087Weighted total

34297025028959815359501009Standard delivery
93%84%95%94%93%93%99%94%91%93%93%

dddabce

129187790213612276296Tracked service
34%27%24%29%29%33%40%37%30%27%27%

aaa

758362610335106116International delivery
18%14%11%13%9%16%34%17%12%10%11%

aaabcea

Urgent delivery - on the
same day or a specific

647323710324103112time the next day
17%13%10%12%12%15%31%16%12%10%10%

aabcea

Timed delivery (i.e. to
arrive by specific time

426341692248897/day)
11%7%8%13%5%14%25%14%11%9%9%

aaaabea

Cross-Border Delivery
*1*422*111214(to ROI)
1%3%*%2%1%3%2%4%3%1%1%

aaa

---------22Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----*-*-*1OUT)
-%-%-%-%-%*%-%1%-%*%*%

NET: Urgent / Tracked /
14112190100233613317340Timed Mail
38%32%29%34%32%36%40%38%34%31%31%
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118519490897791041769733164461121468Unweighted total

52575692294741121769830158591231087Weighted total

49535485386671091628930142571121009Standard delivery
94%93%95%93%91%91%97%92%91%100%90%97%91%93%

ce

13161425427232747245571727296Tracked service
25%27%24%28%29%31%24%27%25%17%36%30%22%27%

adgjkm

1056966126188224146116International delivery
19%8%11%10%6%16%6%10%8%7%15%25%5%11%

aefgijklagiagiladefgijk

l

Urgent delivery - on the
same day or a specific

58594661317932496112time the next day
10%14%9%10%7%8%12%10%9%10%15%16%5%10%

aaija

Timed delivery (i.e. to
arrive by specific time

4648471181862245397/day)
7%10%6%9%7%15%7%10%7%7%15%8%2%9%

aaakmaaejkm

Cross-Border Delivery
14------------14(to ROI)
27%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkl

---2---2-----2Other (PLEASE SPECIFY)
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--**--*------1OUT)
-%-%1%*%-%-%*%-%-%-%-%-%-%*%

j

NET: Urgent / Tracked /
14181529332293453276611931340Timed Mail
27%32%26%32%34%39%30%30%28%20%39%33%25%31%

akadkm
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
214125445310155911305032716535138311468Unweighted total
121967261826412113312751252489191087Weighted total

112897245763378109302511172481181009Standard delivery
93%93%94%92%92%97%97%91%94%100%91%97%93%

e

262706323311645268338205296Tracked service
22%28%24%28%28%40%8%25%26%31%22%26%27%

fbdefhfffff

12105288843181339*13*116International delivery
10%11%11%11%10%16%2%12%7%2%14%2%11%

acdffcdf

Urgent delivery - on the
same day or a specific

8104189548201265291112time the next day
7%11%7%11%12%18%2%10%4%8%10%4%10%

bdfbdefd

Timed delivery (i.e. to
arrive by specific time

8891681381512011111197/day)
7%9%6%10%9%13%4%7%8%6%12%4%9%

be

Cross-Border Delivery
2126862*31-1214(to ROI)
2%1%2%1%1%1%*%1%1%-%1%8%1%

abdegh

-2-22-------2Other (PLEASE SPECIFY)
-%*%-%*%*%-%-%-%-%-%-%-%*%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
****--**----1OUT)
*%*%*%*%-%-%*%*%-%-%-%-%*%

NET: Urgent / Tracked /
303097626412849383358276340Timed Mail
25%32%29%32%31%44%11%30%28%31%30%31%31%

bfbdefhfffff
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3732708224614221468Unweighted total
2641886334510431087Weighted total

242176588459641009Standard delivery
92%94%93%100%92%93%

83591528288296Tracked service
31%31%24%18%28%27%

aa

4525472115116International delivery
17%13%7%4%11%11%

aa

Urgent delivery - on the
same day or a specific

3422564108112time the next day
13%12%9%9%10%10%

a

Timed delivery (i.e. to
arrive by specific time

37194119697/day)
14%10%7%1%9%9%

a

Cross-Border Delivery
527*1414(to ROI)
2%1%1%*%1%1%

--2-22Other (PLEASE SPECIFY)
-%-%*%-%*%*%

None of these (DO NOT
------READ OUT)
-%-%-%-%-%-%

Don't Know (DO NOT READ
-**-11OUT)
-%*%*%-%*%*%

NET: Urgent / Tracked /
986617310330340Timed Mail
37%35%27%22%32%31%

aa
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3657163875414141-3464031111031468Unweighted total
202515370201067*-132151828851087Weighted total

18647434919990*-132131678231009Standard delivery
92%92%94%94%93%100%-%100%100%100%91%91%93%93%

58169695292*-*2*254238296Tracked service
29%33%19%22%27%100%-%18%81%7%14%29%27%27%

aac

3167186111*--2*32585116International delivery
15%13%5%29%10%100%-%-%81%4%24%14%10%11%

aaabiaia

Urgent delivery - on the
same day or a specific

3063204108*-*2*12682112time the next day
15%12%5%20%10%100%-%18%81%7%10%14%9%10%

aaaiai

Timed delivery (i.e. to
arrive by specific time

215818394*--2*1187697/day)
10%11%5%15%9%100%-%-%81%2%5%10%9%9%

aa

Cross-Border Delivery
483*14----**31014(to ROI)
2%2%1%1%1%-%-%-%-%4%1%2%1%1%

--2-2-------22Other (PLEASE SPECIFY)
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-**-1-------11OUT)
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
67191815335*-*2*262272340Timed Mail
33%37%22%25%31%100%-%18%81%7%17%34%31%31%

aac
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
148304010412811034493557146886014681468Unweighted total
*42172750988726323403108757210871087Weighted total

*42172745914676294355100951910091009Standard delivery
100%100%100%100%100%91%92%93%91%88%93%91%93%93%

bddd

***361227419587126296188296296Tracked service
100%5%14%20%22%25%28%27%27%31%27%33%27%27%

acef

**-55119590546211684116116International delivery
100%3%-%30%17%23%10%12%17%15%11%15%11%11%

aaacfacac

Urgent delivery - on the
same day or a specific

***2389974374611277112112time the next day
100%5%6%11%11%16%10%10%11%11%10%13%10%10%

aacf

Timed delivery (i.e. to
arrive by specific time

*-**498376355797699797/day)
100%-%6%1%14%19%8%10%11%14%9%12%9%9%

adacfac

Cross-Border Delivery
-*-*12119761491414(to ROI)
-%3%-%*%3%4%1%1%2%1%1%2%1%1%

a

------2-2-2-22Other (PLEASE SPECIFY)
-%-%-%-%-%-%*%-%1%-%*%-%*%*%

bf

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------1-**1-11OUT)
-%-%-%-%-%-%*%-%*%*%*%-%*%*%

NET: Urgent / Tracked /
***3617313221101150340216340340Timed Mail

100%5%14%20%22%33%32%30%31%37%31%38%31%31%

acefacef
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
113033783504263-3-46115331468Unweighted total

7163265265387*-*-5363871087Weighted total

7157240257346*-*-5363401009Standard delivery
96%96%91%97%90%100%-%100%-%100%97%100%88%93%

acac

*49896890*-*--*2124296Tracked service
5%30%34%26%23%44%-%44%-%-%6%30%32%27%

ab

*31302629*-*--1*61116International delivery
5%19%11%10%8%44%-%44%-%-%31%4%16%11%

abc

Urgent delivery - on the
same day or a specific

*26372623*-*---*46112time the next day
1%16%14%10%6%44%-%44%-%-%-%1%12%10%

abaa

Timed delivery (i.e. to
arrive by specific time

*17322425*-*---*5797/day)
1%10%12%9%6%44%-%44%-%-%-%1%15%9%

a

Cross-Border Delivery
-2435-----*-614(to ROI)
-%1%1%1%1%-%-%-%-%-%3%-%2%1%

----2--------2Other (PLEASE SPECIFY)
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---**-------*1OUT)
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
*5110279108*-*--*2148340Timed Mail
5%31%38%30%28%44%-%44%-%-%6%30%38%31%

ab
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
6614021391329222303049871391291931468Unweighted total
46104210498313717246250110921491087Weighted total

389718991912216216243100821291009Standard delivery
84%93%86%94%89%92%88%80%86%91%89%87%93%

bb

112862627047770119382444296Tracked service
24%27%25%28%34%41%29%57%38%35%26%29%27%

81081610021141112181318116International delivery
18%10%16%10%15%4%17%37%25%17%14%12%11%

ab

Urgent delivery - on the
same day or a specific

2110910318226*8161111112time the next day
5%11%9%10%13%12%10%25%16%14%12%8%10%

aa

Timed delivery (i.e. to
arrive by specific time

790148323331*915151797/day)
15%9%13%8%16%18%13%25%18%13%17%12%9%

Cross-Border Delivery
1132123*3*12*214(to ROI)
3%1%2%1%2%1%1%20%2%2%1%1%1%

2-2---------2Other (PLEASE SPECIFY)
4%-%2%-%-%-%-%-%-%-%-%-%*%

aa

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-1-1*-----*-1OUT)
-%*%-%*%*%-%-%-%-%-%1%-%*%

NET: Urgent / Tracked /
153253530552789121443252340Timed Mail
33%31%34%31%38%43%36%57%43%40%35%35%31%
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047715140630206122581468Unweighted total
212210093401162861615596371087Weighted total

-11510092641012541213887291009Standard delivery
-%94%100%78%87%89%76%89%91%79%93%

aacba

-7023529629986472417296Tracked service
-%57%23%87%25%34%39%30%25%45%27%

bbcbb

-116109801943429175116International delivery
-%95%11%23%17%15%24%18%18%13%11%

abb

Urgent delivery - on the
same day or a specific

-451031121630327155112time the next day
-%37%10%33%14%10%21%17%16%14%10%

bb

Timed delivery (i.e. to
arrive by specific time

-3983971344227101097/day)
-%32%8%29%11%15%14%17%10%26%9%

bbb

Cross-Border Delivery
-1413624132114(to ROI)
-%11%1%2%2%1%7%2%2%3%1%

ab

2---------2Other (PLEASE SPECIFY)
100%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----*----1OUT)
-%-%-%-%-%*%-%-%-%-%*%

NET: Urgent / Tracked /
-81264340391126603020340Timed Mail
-%66%26%100%33%39%39%39%31%54%31%

bbcb
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
14941112045181514096123381351-1377643181468Unweighted total

56468153175451044474258246-635012161087Weighted total

5622754279495973470247208-604901741009Standard delivery
94%96%92%88%91%93%100%94%96%85%-%95%98%80%93%

abcaaaac

117726110718128623479109-39142156296Tracked service
25%27%32%34%33%27%52%46%31%45%-%61%28%72%27%

baabbbbc

2809952801091455350-578154116International delivery
38%12%12%16%15%10%13%61%20%20%-%91%16%25%11%

aaababb

Urgent delivery - on the
same day or a specific

18310240761101234043-287262112time the next day
17%13%13%13%14%11%13%30%16%17%-%44%14%29%10%

aababb

Timed delivery (i.e. to
arrive by specific time

260844866901174444-23645497/day)
35%9%10%15%12%9%13%22%17%18%-%37%13%25%9%

aaabb

Cross-Border Delivery
11184813*453-89414(to ROI)

12%2%1%1%1%1%11%5%2%1%-%12%2%2%1%

aab

--------------2Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-***-1--*-----1OUT)
-%*%*%*%-%*%-%-%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
219529512520732524296127-43165174340Timed Mail

46%30%36%39%38%31%52%57%37%52%-%68%33%80%31%

baabbbbc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 32  (continuation)                                                                                                                                                    Page 763

QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
1091334894103368862662383411468Unweighted total

61081861574834461801502221087Weighted total

51071860773031411411482151009Standard delivery
90%100%96%100%99%98%93%88%78%99%97%93%

cccdecd

32371532071524924769296Tracked service
48%19%35%39%25%28%45%52%51%31%31%27%

ababab

1-3170902633483943116International delivery
9%-%35%6%11%12%77%70%27%26%19%11%

abcabca

Urgent delivery - on the
same day or a specific

--1374891120372431112time the next day
-%-%8%15%12%12%32%43%20%16%14%10%

abcabca

Timed delivery (i.e. to
arrive by specific time

*-125280121344253697/day)
4%-%8%10%8%11%34%28%25%16%16%9%

ababab

Cross-Border Delivery
-***1182234514(to ROI)
-%*%1%1%2%1%7%5%2%2%2%1%

ac

-----------2Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
----**-----1OUT)
-%-%-%-%*%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
323716923519301055383340Timed Mail

48%19%35%40%28%31%57%65%59%35%37%31%

ababab
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
121120543122633511392831143711711430120714231468Unweighted total

88516334897520210195861055834104886410421087Weighted total

8251523283251869475349787649728039651009Standard delivery
93%93%94%93%100%92%93%91%93%92%93%93%93%93%

233537243-91284220289251289246285296Tracked service
26%33%22%27%-%45%28%37%27%30%28%28%27%27%

abb

7831492-791118411699113100112116International delivery
9%19%11%10%-%39%11%14%11%12%11%12%11%11%

babb

Urgent delivery - on the
same day or a specific

93172102-48107961079010996107112time the next day
11%11%7%11%-%24%10%16%10%11%10%11%10%10%

abb

Timed delivery (i.e. to
arrive by specific time

6823479-379680968694819397/day)
8%14%11%9%-%18%9%14%9%10%9%9%9%9%

babb

Cross-Border Delivery
121-12-11137141013111314(to ROI)

1%1%-%1%-%5%1%1%1%1%1%1%1%1%

ab

------22222222Other (PLEASE SPECIFY)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

None of these (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
1--1--*-111*11OUT)
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

NET: Urgent / Tracked /
261659280-106325256330285332280327340Timed Mail

29%40%27%31%-%52%32%44%31%34%32%32%31%31%

babb
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
584884124067144273102616322757102421468Unweighted total
429658916581031947761121654451841087Weighted total

39761286349881867121051473551571009Standard delivery
92%93%94%84%86%96%92%94%89%81%100%85%93%

abb

119178233184153204384616*58296Tracked service
28%27%25%32%40%27%26%34%28%37%8%32%27%

cb

3977811021237915355*36116International delivery
9%12%9%18%21%12%10%13%21%12%8%20%11%

cc

Urgent delivery - on the
same day or a specific

476590417227216257*27112time the next day
11%10%10%6%17%11%9%15%15%16%10%15%10%

bcb

Timed delivery (i.e. to
arrive by specific time

31667361419708296*3497/day)
7%10%8%10%14%10%9%7%18%14%7%19%9%

c

Cross-Border Delivery
5911123925*-414(to ROI)
1%1%1%1%2%1%1%2%3%1%-%2%1%

-2--2-2-2--22Other (PLEASE SPECIFY)
-%*%-%-%2%-%*%-%1%-%-%1%*%

c

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
**1---1-----1OUT)
*%*%*%-%-%-%*%-%-%-%-%-%*%

NET: Urgent / Tracked /
129211267224561235415821172340Timed Mail

30%32%29%38%44%31%30%37%35%48%12%39%31%

c

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 32  (continuation)                                                                                                                                                    Page 766

QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
7729176831251904910574138533551468Unweighted total
37115928447217362244131321087Weighted total

32105526436216291837121201009Standard delivery
86%89%94%94%100%86%92%82%82%83%92%91%93%

dabccd

861291125615818339296Tracked service
21%57%20%34%25%34%35%43%39%40%21%30%27%

bdbab

717341039410316116International delivery
18%5%11%11%9%15%19%25%17%23%23%13%11%

cdaa

Urgent delivery - on the
same day or a specific

*23335231328112time the next day
1%15%4%11%7%7%10%8%4%7%13%6%10%

bda

Timed delivery (i.e. to
arrive by specific time

312338273711197/day)
9%13%4%9%6%11%15%19%12%16%10%8%9%

da

Cross-Border Delivery
1****1*1*1*114(to ROI)
2%*%1%*%*%1%1%2%1%2%*%1%1%

------------2Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%*%

NET: Urgent / Tracked /
106141012286171020444340Timed Mail
27%58%24%35%27%39%36%49%45%45%35%33%31%

dda

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 32  (continuation)                                                                                                                                                    Page 767

QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
877512310587121738837820692421468Unweighted total
7186871238183576314129761911087Weighted total

6377821168073526213028711741009Standard delivery
89%90%94%95%99%88%91%98%92%98%93%91%93%

adfgklagkl

232521302722191740112340296Tracked service
32%30%24%24%33%26%33%26%28%39%30%21%27%

aaa

384111912781841112116International delivery
5%10%5%9%24%14%12%12%12%14%15%6%11%

adfijklajlajlajl

Urgent delivery - on the
same day or a specific

71081416128982711112time the next day
10%12%9%12%20%14%14%15%5%8%10%6%10%

ddadjadadad

Timed delivery (i.e. to
arrive by specific time

388141586511251297/day)
4%9%9%11%19%10%11%9%8%6%6%6%9%

abdjl

Cross-Border Delivery
-*1112*1112314(to ROI)
-%*%2%1%1%2%1%1%1%3%2%2%1%

-----------22Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%1%*%

None of these (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
*----------*1OUT)
*%-%-%-%-%-%-%-%-%-%-%*%*%

NET: Urgent / Tracked /
272721373230211944112447340Timed Mail
38%32%24%30%39%36%36%30%31%39%32%25%31%

ajajaj
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
2853135393311468Unweighted total
2432872622961087Weighted total

2222702442731009Standard delivery
91%94%93%93%93%

69787574296Tracked service
28%27%29%25%27%

16423227116International delivery
6%15%12%9%11%

add

Urgent delivery - on the
same day or a specific

25422521112time the next day
10%15%9%7%10%

ab

Timed delivery (i.e. to
arrive by specific time

1838231897/day)
8%13%9%6%9%

abd

Cross-Border Delivery
242614(to ROI)
1%1%1%2%1%

---22Other (PLEASE SPECIFY)
-%-%-%1%*%

None of these (DO NOT
-----READ OUT)
-%-%-%-%-%

Don't Know (DO NOT READ
*--*1OUT)
*%-%-%*%*%

NET: Urgent / Tracked /
75998482340Timed Mail
31%34%32%28%31%
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QV6b1. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Letters
Base: All where letters are sent (QV6a=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
87436219018042863114251570998Unweighted total
2520441831984871328655703Weighted total

2116401661614371224559602Standard delivery
86%78%89%91%82%90%94%92%88%85%86%

ada

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

8913617717359234252system)
34%47%30%34%39%36%44%40%31%36%36%

b

Urgent delivery - on the
same day or a specific

429282583238087time the next day
17%11%20%15%13%16%35%18%10%12%12%

babceb

448242282237987International delivery
14%19%18%13%11%16%32%17%11%12%12%

abce

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

227191872236269day delivery)
7%10%15%10%9%15%29%16%11%9%10%

aabcea

*1-312*11810Cross-Border Delivery
2%4%-%2%1%4%3%5%4%1%1%

aaa

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---*1*-*-11READ OUT)
-%-%-%*%1%*%-%1%-%*%*%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
91016728118359259277Timed Mail

38%48%37%39%41%37%45%42%33%40%39%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
11911913662472656511452261203575998Unweighted total

31363859869555811051201054685703Weighted total

293334506534354953820914370602Standard delivery
93%90%89%85%77%78%93%87%74%100%86%94%83%86%

aehijehiehieehiehi

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

11121321626221442225451624252system)
34%32%35%36%38%40%23%39%43%24%42%36%28%36%

ggggag

Urgent delivery - on the
same day or a specific

5327875314632191087time the next day
15%7%5%13%10%9%6%13%12%15%20%19%11%12%

klkkgklgkl

73671113311421911587International delivery
22%8%16%12%2%24%6%10%8%10%18%25%6%12%

aefgijlagiliaefgijliagilaefgijl

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

43260683732214669day delivery)
12%9%5%10%9%14%4%6%7%10%20%8%7%10%

kkaefgijk

l

10------------10Cross-Border Delivery
31%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcefghi

jkl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
*-*1---1-----1READ OUT)
1%-%*%*%-%-%-%1%-%-%-%-%-%*%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
11121324030271445246491629277Timed Mail
36%33%35%40%44%49%23%41%47%29%47%36%35%39%

ggglgggl

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 33  (continuation)                                                                                                                                                    Page 771

QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
137861327671414113252001031910716998Unweighted total

70634187516285998158756627703Weighted total

64538159442244917129616557602Standard delivery
92%85%85%86%86%91%88%81%82%100%89%96%86%

ade

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

16236601929046462262192252system)
22%37%32%37%32%46%50%39%35%32%31%25%36%

bbh

Urgent delivery - on the
same day or a specific

78117713218121816*87time the next day
10%13%9%14%11%18%7%13%10%18%10%1%12%

b

1176206726151323210*87International delivery
16%12%11%13%9%15%7%20%4%24%16%1%12%

ddhdh

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

36513552617*14318*69day delivery)
5%10%7%11%9%17%4%9%4%18%12%1%10%

bdehd

283741-31-1*10Cross-Border Delivery
3%1%2%1%1%1%-%2%1%-%2%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-11**1------1READ OUT)
-%*%1%*%*%1%-%-%-%-%-%-%*%

a

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
18259692089954469282192277Timed Mail
27%41%37%40%35%54%50%43%38%32%31%25%39%

bbdhbh
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
31521946017981998Unweighted total
22814932219684703Weighted total

19113427317585602Standard delivery
84%90%85%89%85%86%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

87501133248252system)
38%33%35%16%36%36%

Urgent delivery - on the
same day or a specific

331935*8787time the next day
14%13%11%*%13%12%

431727*8787International delivery
19%11%9%*%13%12%

ab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

30172216869day delivery)
13%11%7%6%10%10%

aa

424*1010Cross-Border Delivery
2%1%1%*%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
--1-11READ OUT)
-%-%*%-%*%*%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

NET: Urgent / Tracked /
98551213274277Timed Mail
43%37%38%16%40%39%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
324529145529461-33540272674998Unweighted total
18538113723680*-12218162518703Weighted total

15733011417584*-12212140445602Standard delivery
85%87%84%75%86%100%-%100%100%100%68%86%86%86%

cjcjcj

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

611464410242*-*2-851191252system)
33%38%32%43%36%100%-%18%89%-%43%31%37%36%

Urgent delivery - on the
same day or a specific

284613681*-*2-4225987time the next day
15%12%9%26%12%100%-%18%89%-%20%14%11%12%

abi

37438879*--2*5295187International delivery
20%11%6%33%12%100%-%-%89%4%30%18%10%12%

ababiaiai

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

213810564*--2-3164769day delivery)
12%10%7%22%9%100%-%-%89%-%16%10%9%10%

abi

36119----*13610Cross-Border Delivery
2%1%*%3%1%-%-%-%-%4%3%2%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-*1-1-------11READ OUT)
-%*%1%-%*%-%-%-%-%-%-%-%*%*%

b

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
691575112265*-*2-1057208277Timed Mail
37%41%37%52%39%100%-%18%89%-%54%35%40%39%

bb
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
146232884852754389494998998860998Unweighted total
*42111941627509249342703703572703Weighted total

*42111736532436219284602602501602Standard delivery
100%100%100%100%91%89%85%86%88%83%86%86%87%86%

dd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

***131423318168136252252197252system)
100%3%3%6%16%35%37%36%27%40%36%36%34%36%

eaeeee

Urgent delivery - on the
same day or a specific

****397560244687877287time the next day
100%3%3%2%14%22%12%12%10%13%12%12%12%12%

a

**123107166345487876087International delivery
100%3%69%19%15%24%11%13%14%16%12%12%11%12%

aa

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

*-**166249214169695569day delivery)
100%-%3%2%5%14%10%10%8%12%10%10%10%10%

-*-*1187551010910Cross-Border Delivery
-%3%-%1%3%3%1%1%2%2%1%1%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
------111-1111READ OUT)
-%-%-%-%-%-%*%*%*%-%*%*%*%*%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
***131725619775148277277216277Timed Mail

100%3%3%6%16%41%41%39%30%43%39%39%38%39%

eaeeee
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
102732802252103-3-398471998Unweighted total

9150197161187*-*-475327703Weighted total

8143167139145*-*-453272602Standard delivery
89%95%85%87%78%100%-%100%-%100%70%67%83%86%

abcaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

149716368*-*--22132252system)
16%33%36%39%36%44%-%44%-%-%31%34%40%36%

Urgent delivery - on the
same day or a specific

-22252318*-*---*4687time the next day
-%15%13%14%9%44%-%44%-%-%-%1%14%12%

222281719*-*--1*5387International delivery
25%15%14%10%10%44%-%44%-%-%16%6%16%12%

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-14221320*-*----4169day delivery)
-%9%11%8%11%44%-%44%-%-%-%-%13%10%

-3322-----*-510Cross-Border Delivery
-%2%2%1%1%-%-%-%-%-%2%-%2%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-*--1--------1READ OUT)
-%*%-%-%1%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
153796579*-*--22144277Timed Mail

16%36%40%40%42%44%-%44%-%-%31%34%44%39%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
5694211987919624273992128105160998Unweighted total
3666780623113122162579675112703Weighted total

32570665359610176248826291602Standard delivery
89%85%83%86%85%89%82%85%83%85%82%81%86%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

102422922344684125422741252system)
27%36%36%36%39%51%39%53%44%43%36%37%36%

Urgent delivery - on the
same day or a specific

483127522222171415987time the next day
11%13%15%12%20%16%10%27%13%15%21%8%12%

aa

117616711513811516101287International delivery
31%11%20%11%14%11%17%41%26%17%14%11%12%

aaab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

662135620219*51611869day delivery)
17%9%16%9%18%17%9%21%8%17%15%8%10%

aaa

19183*2*22*110Cross-Border Delivery
2%1%2%1%3%2%1%20%3%2%1%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-1-1--------1READ OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
132643224548692126433345277Timed Mail
36%40%40%39%43%51%43%53%45%45%44%40%39%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-169793330123371271719558998Unweighted total
-8751921689253151287041703Weighted total

-8349016573211121066031602Standard delivery
-%96%94%77%82%83%77%83%85%75%86%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-521571573310310552720252system)
-%60%30%73%37%41%64%43%39%49%36%

bbc

Urgent delivery - on the
same day or a specific

-316769172962616687time the next day
-%36%13%32%19%11%39%20%22%15%12%

bba

-575742173761813687International delivery
-%65%11%19%19%15%37%14%18%14%12%

abb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

-24524913285138669day delivery)
-%27%10%23%14%11%32%10%11%15%10%

bb

-88415121110Cross-Border Delivery
-%9%2%2%1%2%4%2%1%3%1%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--11------1READ OUT)
-%-%*%*%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
-541741743811010582920277Timed Mail
-%62%33%80%43%43%64%46%41%50%39%

bbc
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
126247934119438215121338312-164877384998Unweighted total

3397544280668549370218208-90602277703Weighted total

3364469231571481362207161-81602180602Standard delivery
90%92%86%83%86%88%100%89%95%77%-%90%100%65%86%

acaacaac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

112920812124119013879111-53164252252system)
32%33%38%43%36%35%22%54%36%54%-%59%27%91%36%

babbbbbc

Urgent delivery - on the
same day or a specific

*58783884701253741-35788787time the next day
11%15%14%14%13%13%22%35%17%20%-%39%13%31%12%

abbb

25265467656*444244-87785787International delivery
63%13%12%16%11%10%4%62%20%21%-%96%13%21%12%

abababb

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

141573363531223136-32586969day delivery)
47%10%11%12%9%10%22%31%14%17%-%35%10%25%10%

ababb

*88598*453-1010510Cross-Border Delivery
5%2%1%2%1%1%18%6%2%2%-%11%2%2%1%

abab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-11-11--------1READ OUT)
-%*%*%-%*%*%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
214122612826320814187121-59180277277Timed Mail

66%36%42%46%39%38%22%59%40%58%-%65%30%100%39%

babbbbbc
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
10815315887207285243209304998Unweighted total

898193744893647160125185703Weighted total

587173574633543120123171602Standard delivery
62%88%85%90%95%95%97%91%75%98%92%86%

ccacdc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

31491101621928914073252system)
42%12%48%47%29%33%52%60%57%32%39%36%

ababab

Urgent delivery - on the
same day or a specific

--225172122039213487time the next day
-%-%28%10%14%15%34%43%25%17%18%12%

ababcb

2-324762262839343587International delivery
28%-%34%9%13%13%72%59%25%27%19%12%

abcabca

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

--323655111535202969day delivery)
-%-%36%10%10%11%29%31%22%16%16%10%

abab

--**873334510Cross-Border Delivery
-%-%1%1%2%1%8%5%2%3%3%1%

ac

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---*1*-----1READ OUT)
-%-%-%1%*%*%-%-%-%-%-%*%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
31491241751929964381277Timed Mail

42%12%48%47%33%36%53%61%60%35%44%39%

bababb

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 33  (continuation)                                                                                                                                                    Page 780

QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
785169298281286948623980848975902963998Unweighted total
540132215802166655426687581683623674703Weighted total

458117204922144565362587493581533574602Standard delivery
85%89%95%85%100%87%86%85%86%85%85%86%85%86%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

192514207-79238184248218247228241252system)
35%39%21%36%-%47%36%43%36%37%36%37%36%36%

bb

Urgent delivery - on the
same day or a specific

6519172-468276857384788087time the next day
12%14%6%12%-%28%13%18%12%13%12%13%12%12%

abb

4928164-628161877584798387International delivery
9%21%7%11%-%38%12%14%13%13%12%13%12%12%

bab

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4518154-356857696166626269day delivery)
8%13%6%9%-%21%10%13%10%10%10%10%9%10%

bab

72*8-6969899910Cross-Border Delivery
1%1%2%1%-%4%1%1%1%1%1%1%1%1%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
1--1-**1111111READ OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
208564228-91261206271238272250266277Timed Mail

39%43%21%39%-%55%40%48%40%41%40%40%39%39%

bb
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
411587804531291876541531865210202998Unweighted total
2914125564695128471100133375150703Weighted total

243358485347711639983117264123602Standard delivery
84%87%87%73%81%91%85%83%88%70%94%82%86%

ababa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

106145188184140177355615*66252system)
36%35%34%40%43%31%38%35%42%41%10%44%36%

c

Urgent delivery - on the
same day or a specific

375068315175713296*3087time the next day
13%12%12%7%16%13%12%13%22%15%5%20%12%

40475652117551528522887International delivery
14%12%10%12%22%13%12%15%21%12%43%19%12%

c

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

21485421112489222-2169day delivery)
7%12%10%3%12%9%10%9%16%5%-%14%10%

ba

377112624--210Cross-Border Delivery
1%2%1%1%1%2%1%2%3%-%-%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
1*1--1------1READ OUT)
*%*%*%-%-%1%-%-%-%-%-%-%*%

b

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
112165210194443195395919*71277Timed Mail

38%40%38%40%46%34%41%39%44%50%10%47%39%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
5919119648414739966312547259998Unweighted total
2763420244993017371285703Weighted total

2153119234082314291273602Standard delivery
79%78%92%91%95%82%86%77%82%78%98%85%86%

dacacd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

105117620314517633252system)
37%84%32%36%25%40%37%45%27%44%47%39%36%

dddd

Urgent delivery - on the
same day or a specific

1*3233*2124687time the next day
5%4%10%9%11%7%3%6%5%5%32%7%12%

acd

3*5545242561287International delivery
11%8%14%24%15%10%17%12%12%13%48%14%12%

acd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

4*3215*4244969day delivery)
16%7%10%8%6%11%4%13%10%11%31%10%10%

acd

*****1*1*1*110Cross-Border Delivery
1%1%1%*%*%1%1%2%1%2%*%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----------11READ OUT)
-%-%-%-%-%-%-%-%-%-%-%1%*%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
125138721315618838277Timed Mail
46%86%38%38%29%43%37%50%37%48%64%44%39%

ddad
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
6350796368795346269950169998Unweighted total
4853487961564232901454125703Weighted total

3847377059483625781345108602Standard delivery
79%88%78%88%96%86%85%77%86%88%82%86%86%

abdefgjl

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

18161330252117153472133252system)
38%31%27%38%41%38%41%47%38%51%38%26%36%

aaaja

Urgent delivery - on the
same day or a specific

7637177667291187time the next day
14%11%5%9%28%13%15%18%8%15%16%8%12%

adgijkdjj

1578228431328887International delivery
1%8%14%10%36%14%10%10%14%15%14%6%12%

allalabdefgijkllall

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

3367125351025969day delivery)
6%5%12%8%20%8%8%14%11%12%10%7%10%

adgkl

-*1111**1-1310Cross-Border Delivery
-%*%3%2%1%2%1%1%1%-%1%2%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-------*1--*1READ OUT)
-%-%-%-%-%-%-%1%1%-%-%*%*%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
20161532272517153972241277Timed Mail
42%31%32%40%44%44%41%48%43%51%41%33%39%

a
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

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

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
192210368228998Unweighted total
149197164194703Weighted total

122177138165602Standard delivery
82%90%84%85%86%

bd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

48766661252system)
32%39%40%32%36%

a

Urgent delivery - on the
same day or a specific

1532192287time the next day
10%16%11%11%12%

1238201787International delivery
8%19%12%9%12%

abd

Timed delivery (send /
receive mail which is
guaranteed to arrive by
a specific time, e.g. by
9am next day or 1pm next

1123181669day delivery)
8%12%11%8%10%

241310Cross-Border Delivery
1%2%1%2%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
--1*1READ OUT)
-%-%1%*%*%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

NET: Urgent / Tracked /
52837170277Timed Mail
35%42%43%36%39%
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QV6b2. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Large letters
Base: All where large letters are sent (QV6a=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

11820102121235613348371Standard delivery
59%46%52%65%66%71%91%72%65%60%61%

ddaabcea

9112289101193511323342Tracked service
48%64%57%57%55%57%51%59%59%56%56%

431228378225111118International delivery
22%20%31%18%20%24%29%22%24%19%19%

Urgent delivery - on the
same day or a specific

531525258125103111time the next day
27%17%37%16%14%25%29%25%23%18%18%

aaba

Timed delivery (i.e. to
arrive by specific time

469262271249198/day)
23%37%23%17%12%21%24%23%20%16%16%

ab

Cross-Border Delivery
***211**156(to ROI)
1%1%*%1%1%3%2%4%4%1%1%

aaa

**-*3*--*44Other (PLEASE SPECIFY)
1%1%-%*%2%1%-%-%2%1%1%

None of these (DO NOT
**2-1*-**33READ OUT)
1%1%5%-%1%1%-%3%1%1%1%

aba

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
131330100111223514372394Timed Mail
69%75%76%65%61%68%63%66%70%65%65%
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

14171832133313366158642546371Standard delivery
72%68%62%60%67%57%58%64%34%80%63%61%63%61%

eeeeeeeeeee

11151730026293660363512238342Tracked service
53%58%58%56%52%52%62%59%79%33%50%53%52%56%

abcfhijklm

5451045158176131138118International delivery
26%17%16%19%11%28%13%17%12%9%31%31%12%19%

aiaiaiaefgijk

l

Urgent delivery - on the
same day or a specific

5769361714196*1849111time the next day
25%27%22%17%13%30%25%18%13%1%17%10%13%18%

aijabeij

Timed delivery (i.e. to
arrive by specific time

4868071016175-146598/day)
18%30%22%15%13%17%28%17%11%-%14%15%7%16%

acefijaacej

Cross-Border Delivery
6------------6(to ROI)

30%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcefghi

jkl

**-4---2--2-*4Other (PLEASE SPECIFY)
2%*%-%1%-%-%-%2%-%-%2%-%*%1%

None of these (DO NOT
---3-*--*--213READ OUT)
-%-%-%1%-%*%-%-%1%-%-%5%1%1%

cfjk

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
13171934629414367383542644394Timed Mail
62%68%64%65%59%75%76%65%83%33%54%63%60%65%

ccccacfijkm
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

3733484287127229132174544371Standard delivery
76%60%58%62%68%60%75%56%43%50%63%100%61%

aded

263169025295175147226501342Tracked service
54%56%62%54%50%47%39%63%57%82%58%23%56%

ah

711227913651512223*118International delivery
14%20%19%20%19%13%5%22%4%23%27%2%19%

ddd

Urgent delivery - on the
same day or a specific

12993081323*5243161111time the next day
25%18%21%18%17%8%2%22%10%40%19%16%18%

g

Timed delivery (i.e. to
arrive by specific time

128627702863372417-98/day)
25%15%19%15%15%15%25%16%5%51%20%-%16%

ad

Cross-Border Delivery
*62411*21-1*6(to ROI)
1%1%1%1%1%2%*%1%2%-%1%9%1%

-4232--1--2-4Other (PLEASE SPECIFY)
-%1%1%1%1%-%-%*%-%-%2%-%1%

None of these (DO NOT
-312---3**--3READ OUT)
-%1%1%1%-%-%-%1%1%3%-%-%1%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
3236298296107216168256591394Timed Mail
66%65%68%64%57%56%47%72%65%82%70%31%65%

hh
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

1566914112359371Standard delivery
66%72%53%51%61%61%

aa

1275415817326342Tracked service
54%56%59%71%56%56%

662229*118118International delivery
28%23%11%2%20%19%

aa

Urgent delivery - on the
same day or a specific

5018392109111time the next day
21%19%15%9%19%18%

a

Timed delivery (i.e. to
arrive by specific time

41144239598/day)
17%15%16%11%16%16%

Cross-Border Delivery
41**66(to ROI)
2%1%*%2%1%1%

a

*-4234Other (PLEASE SPECIFY)
*%-%1%7%*%1%

None of these (DO NOT
21*-33READ OUT)
1%1%*%-%1%1%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

NET: Urgent / Tracked /
1505818018376394Timed Mail

63%61%67%76%64%65%
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

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

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

1271855919352*-*2313109244371Standard delivery
63%58%70%69%61%100%-%100%85%96%63%62%60%61%

b

1141943417326*-*211397228342Tracked service
56%60%40%62%56%100%-%50%95%27%63%55%56%56%

aa

6255212107*--2195057118International delivery
30%17%2%44%18%100%-%-%89%21%43%28%14%19%

abaabiabiai

Urgent delivery - on the
same day or a specific

446346105*--*153867111time the next day
22%20%4%24%18%100%-%-%10%23%26%22%16%18%

aa

Timed delivery (i.e. to
arrive by specific time

37574691*--2*4306198/day)
18%18%5%24%16%100%-%-%89%2%19%17%15%16%

aa

Cross-Border Delivery
33*15----*1236(to ROI)
1%1%*%3%1%-%-%-%-%4%3%1%1%1%

22--4------224Other (PLEASE SPECIFY)
1%1%-%-%1%-%-%-%-%-%-%1%1%1%

None of these (DO NOT
*21-3------*33READ OUT)
*%1%1%-%1%-%-%-%-%-%-%*%1%1%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
1382183820375*-*3116118256394Timed Mail

68%68%45%74%64%100%-%50%100%27%77%67%63%65%

aa
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

*429917255276118371296218258371Standard delivery
100%100%96%98%93%69%62%61%64%61%64%64%64%61%

***221522824691342248182215342Tracked service
100%3%13%25%16%60%55%54%50%56%54%53%53%56%

*2-627708845118876973118International delivery
100%54%-%64%21%29%17%19%25%19%19%20%18%19%

aa

Urgent delivery - on the
same day or a specific

**1*37728537111836172111time the next day
100%3%78%1%34%26%17%19%20%18%18%18%18%18%

Timed delivery (i.e. to
arrive by specific time

*-*-156181339867486098/day)
100%-%6%-%9%20%15%18%18%16%14%14%15%16%

Cross-Border Delivery
-*-**145365556(to ROI)
-%3%-%1%*%2%1%1%2%1%1%1%1%1%

------44*44344Other (PLEASE SPECIFY)
-%-%-%-%-%-%1%1%*%1%1%1%1%1%

None of these (DO NOT
------33333333READ OUT)
-%-%-%-%-%-%1%1%2%1%1%1%1%1%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
**12417256287108394282208246394Timed Mail

100%3%81%27%43%68%62%63%59%65%61%61%61%65%
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

267757576*-*-448355371Standard delivery
51%73%56%67%64%78%-%100%-%69%55%79%61%61%

cc

143866058*-*-227331342Tracked service
21%47%64%54%49%68%-%87%-%31%34%69%56%56%

ad

222281718*-**-15112118International delivery
58%24%21%15%15%45%-%30%100%-%16%47%19%19%

Urgent delivery - on the
same day or a specific

-15331917*-*--*2109111time the next day
-%16%25%17%14%24%-%30%-%-%2%24%19%18%

ad

Timed delivery (i.e. to
arrive by specific time

-12231912*-**-139398/day)
-%13%17%17%10%45%-%30%100%-%16%30%16%16%

Cross-Border Delivery
-221*-----*-66(to ROI)
-%2%1%1%*%-%-%-%-%-%2%-%1%1%

--22*-------44Other (PLEASE SPECIFY)
-%-%2%2%*%-%-%-%-%-%-%-%1%1%

None of these (DO NOT
1*2---------33READ OUT)

28%*%1%-%-%-%-%-%-%-%-%-%1%1%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
151946967*-**237382394Timed Mail

21%55%70%61%56%90%-%87%100%31%48%69%65%65%

ad
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

1228471300103162502609286129371Standard delivery
55%65%46%66%60%66%61%42%71%55%62%62%61%

bc

12236102240921723254810776106342Tracked service
57%54%66%53%54%68%57%98%57%63%54%51%56%

aa

682388027388235431524118International delivery
26%19%25%18%16%13%22%38%40%25%11%11%19%

aabcab

Urgent delivery - on the
same day or a specific

677387333574120422325111time the next day
27%18%25%16%19%19%18%12%24%25%17%12%18%

aaa

Timed delivery (i.e. to
arrive by specific time

56232653265921542132798/day)
22%14%21%14%19%25%14%40%17%25%9%13%16%

abab

Cross-Border Delivery
*5152*3*22116(to ROI)
1%1%1%1%1%1%1%8%2%1%1%*%1%

-4231-4-*2*24Other (PLEASE SPECIFY)
-%1%1%1%1%-%1%-%*%1%*%1%1%

None of these (DO NOT
-3-32-2---213READ OUT)
-%1%-%1%1%-%*%-%-%-%2%1%1%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
142681202751061827055913181119394Timed Mail
64%61%77%61%62%74%66%98%69%77%58%57%65%

aaab
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-5424796982733816738371Standard delivery
-%84%70%64%47%68%46%56%49%62%61%

abb

-451801151302126858338342Tracked service
-%71%51%77%63%53%82%59%61%61%56%

bba

-45694251683343913118International delivery
-%71%19%28%25%17%43%24%29%22%19%

abba

Urgent delivery - on the
same day or a specific

-27684951615313511111time the next day
-%42%19%32%24%15%72%21%25%17%18%

bba

Timed delivery (i.e. to
arrive by specific time

-1757424255226331198/day)
-%27%16%28%20%14%31%18%24%18%16%

bba

Cross-Border Delivery
-4521511116(to ROI)
-%7%1%2%*%1%8%1%1%1%1%

ab

-14241-44*4Other (PLEASE SPECIFY)
-%1%1%2%2%*%-%3%3%1%1%

a

None of these (DO NOT
--3--3----3READ OUT)
-%-%1%-%-%1%-%-%-%-%1%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
-50208127157238710010344394Timed Mail
-%79%59%85%76%59%99%69%75%72%65%

bba
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

2200217300210252192371166-4420787371Standard delivery
86%78%64%67%64%65%13%76%100%42%-%79%73%59%61%

aaacaa

2112199247172203487143342-40138113342Tracked service
98%44%59%55%53%53%97%72%38%87%-%71%48%76%56%

bbbcbb

2557586646911189094-446141118International delivery
72%22%22%19%19%18%13%98%24%24%-%79%22%28%19%

abab

Urgent delivery - on the
same day or a specific

1476374576825183111-285241111time the next day
40%18%19%17%18%18%50%42%22%28%-%51%18%27%18%

abbabb

Timed delivery (i.e. to
arrive by specific time

138536743561406198-20453298/day)
40%15%15%15%13%15%16%33%16%25%-%35%16%22%16%

abbab

Cross-Border Delivery
*44655*664-4536(to ROI)
6%1%1%1%1%1%11%5%2%1%-%8%2%2%1%

abab

-241344114-1314Other (PLEASE SPECIFY)
-%1%1%*%1%1%100%*%*%1%-%1%1%*%1%

c

None of these (DO NOT
-12*33------3-3READ OUT)
-%*%1%*%1%1%-%-%-%-%-%-%1%-%1%

cc

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2134221277198232495166394-45161121394Timed Mail

98%52%65%62%61%60%100%78%45%100%-%80%57%82%65%

bbbcbb
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

710492212494157130185235371Standard delivery
69%61%45%61%83%72%80%76%48%90%81%61%

accacdec

61058110191345622589161342Tracked service
53%56%57%53%42%55%66%75%82%43%55%56%

bbababeb

464*56784666705267118International delivery
43%34%44%1%21%23%89%89%26%25%23%19%

abcabc

Urgent delivery - on the
same day or a specific

*32252651733734366111time the next day
3%18%20%11%19%19%34%44%27%21%23%18%

ababc

Timed delivery (i.e. to
arrive by specific time

*3214364152263365298/day)
3%18%27%8%16%18%29%30%23%18%18%16%

abab

Cross-Border Delivery
--**55333456(to ROI)
-%-%1%1%2%2%6%4%1%2%2%1%

ac

---224111134Other (PLEASE SPECIFY)
-%-%-%11%1%1%1%1%*%*%1%1%

None of these (DO NOT
----12---123READ OUT)
-%-%-%-%*%1%-%-%-%1%1%1%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
611591352173860245101178394Timed Mail

53%63%57%57%51%63%73%81%90%49%61%65%

babababdeb
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

2518513294*116348219361325356315349371Standard delivery
62%67%61%66%100%69%62%58%61%61%61%63%61%61%

ab

2147512234*112310249330306321274317342Tracked service
53%59%57%52%100%66%55%65%56%57%55%55%55%56%

bb

6833681*7211382118106114102110118International delivery
17%26%28%18%100%43%20%21%20%20%20%20%19%19%

bab

Urgent delivery - on the
same day or a specific

6922281-521048911110411096104111time the next day
17%17%10%18%-%31%19%23%19%19%19%19%18%18%

abb

Timed delivery (i.e. to
arrive by specific time

6024176*449582969291838598/day)
15%19%6%17%100%26%17%22%16%17%16%17%15%16%

bb

Cross-Border Delivery
51-5-454655556(to ROI)
1%1%-%1%-%2%1%1%1%1%1%1%1%1%

22-4-144434344Other (PLEASE SPECIFY)
1%2%-%1%-%*%1%1%1%1%1%1%1%1%

None of these (DO NOT
3**3--32323*33READ OUT)
1%*%1%1%-%-%1%*%1%*%1%*%1%1%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
2468813271*126357282381352372320366394Timed Mail

61%69%62%61%100%75%64%74%65%66%64%64%64%65%

bb
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

17819325831774726258109263121371Standard delivery
64%59%64%59%52%63%62%56%54%44%95%52%61%

a

16218021728954123662125371149342Tracked service
58%55%54%53%64%54%55%60%62%64%28%64%56%

c

6356651537157627559*57118International delivery
22%17%16%29%25%21%18%26%27%15%9%24%19%

ccba

Urgent delivery - on the
same day or a specific

4962686371376225210252111time the next day
18%19%17%11%25%17%18%21%26%17%74%22%18%

bc

Timed delivery (i.e. to
arrive by specific time

4256636291368164210*4698/day)
15%17%16%11%19%17%16%16%21%18%14%20%16%

Cross-Border Delivery
245*11322--26(to ROI)
1%1%1%1%1%1%1%2%1%-%-%1%1%

*42*222*32-44Other (PLEASE SPECIFY)
*%1%*%*%2%2%*%*%1%3%-%2%1%

b

None of these (DO NOT
-33---3*----3READ OUT)
-%1%1%-%-%-%1%*%-%-%-%-%1%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
177217240361164726875146483172394Timed Mail

63%66%60%69%78%63%63%72%72%82%98%74%65%

cb
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

1432313213217382449345371Standard delivery
75%63%67%78%88%72%84%77%70%71%90%75%61%

c

124199112710291641134342Tracked service
64%96%54%55%46%61%47%59%47%59%37%57%56%

d

5152473971419118International delivery
26%12%14%14%16%15%15%18%21%20%22%15%19%

Urgent delivery - on the
same day or a specific

2151684758*9111time the next day
12%14%13%9%25%18%18%15%15%12%12%16%18%

Timed delivery (i.e. to
arrive by specific time

5*4236165101798/day)
24%6%13%12%11%14%6%12%16%14%32%12%16%

Cross-Border Delivery
*****1*1*1*16(to ROI)
2%1%1%*%*%2%*%1%*%1%1%1%1%

------------4Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%1%

None of these (DO NOT
--1-1-1--1-13READ OUT)
-%-%3%-%4%-%5%-%-%2%-%2%1%

acac

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
1442210133311352148239394Timed Mail
75%96%64%57%55%74%53%71%63%69%66%66%65%

bdbd
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

17313246463621175761942371Standard delivery
54%61%56%56%80%83%62%64%70%36%50%48%61%

abijlabefijklabij

182328563318201348102453342Tracked service
55%45%50%68%57%41%59%48%59%56%62%60%56%

gjkgg

34518241311616784118International delivery
8%8%10%21%41%29%31%23%20%42%20%5%19%

aadijklajklajklaaja

Urgent delivery - on the
same day or a specific

12691419107610657111time the next day
39%11%16%17%33%24%20%24%12%34%13%7%18%

abdijkabdijkadaa

Timed delivery (i.e. to
arrive by specific time

4912132025813*7698/day)
14%17%21%16%34%4%13%30%16%3%17%6%16%

agagagadfgilagagag

Cross-Border Delivery
-**1**-11-*26(to ROI)
-%*%*%2%*%*%-%3%1%-%1%2%1%

---------2-34Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%10%-%3%1%

d

None of these (DO NOT
----2---1--*3READ OUT)
-%-%-%-%3%-%-%-%1%-%-%1%1%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

NET: Urgent / Tracked /
242736613622211656142656394Timed Mail
73%54%64%74%62%51%63%58%69%80%68%63%65%

ggkg
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

801289667371Standard delivery
57%70%67%47%61%

adad

691068186342Tracked service
49%58%57%60%56%

12543320118International delivery
9%29%23%14%19%

adad

Urgent delivery - on the
same day or a specific

27432317111time the next day
20%24%16%12%18%

a

Timed delivery (i.e. to
arrive by specific time

2534261398/day)
18%19%18%9%16%

aaa

Cross-Border Delivery
*2226(to ROI)
*%1%1%2%1%

---44Other (PLEASE SPECIFY)
-%-%-%3%1%

bcd

None of these (DO NOT
-21*3READ OUT)
-%1%1%*%1%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

NET: Urgent / Tracked /
871199395394Timed Mail
62%65%65%66%65%
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QV6b3. Which of the following types of services does your organisation regularly use when sending each of the types of post you mentioned?  So for: Parcels and packets
Base: All where parcels/ packets are sent (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
12465993163585828014435810621644Unweighted total

383675304391669174011941260Weighted total

36336926030460815379841044Letters
94%91%92%86%78%91%93%90%91%82%83%

abaaaaaaa

2420411771924571226622668Large Letters
63%56%54%58%49%69%81%72%64%52%53%

aaaabeaa

101121117138265615422448Parcels and packets
26%32%28%38%35%39%53%38%37%35%36%

eabce

None of these (DO NOT
2-*22*-**99READ OUT)
4%-%*%1%*%*%-%1%*%1%1%

abc

Don't Know (DO NOT READ
*--*2*-**22OUT)
1%-%-%*%*%*%-%2%*%*%*%

a
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18920622210271099811919110537182551311644Unweighted total

576667107010810012819310532186721461260Weighted total

49565688391711031649430151591211044Letters
87%84%84%83%85%71%80%85%89%93%81%81%83%83%

hhhhhhhhh

30353656766545310047201004682668Large Letters
52%54%54%53%61%54%42%52%45%61%54%63%56%53%

gggegggegg

15212638635434767339713151448Parcels and packets
27%31%38%36%33%43%37%35%31%28%38%42%35%36%

mmlmmm

None of these (DO NOT
-*18--22*-4-19READ OUT)
-%*%1%1%-%-%1%1%*%-%2%-%1%1%

Don't Know (DO NOT READ
---2-*2---*--2OUT)
-%-%-%*%-%*%1%-%-%-%*%-%-%*%

j
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
227141751111336591355139617135158371644Unweighted total
1271133302958481122343411332699221260Weighted total

115929249796400111312591212482171044Letters
91%82%82%83%83%91%91%76%91%92%82%78%83%

aeabeheabehe

64604174493271968151736547668Large Letters
50%53%58%51%56%79%24%44%55%23%55%33%53%

aacefabcdefhcfacefacef

36411107341147327160297623448Parcels and packets
29%36%35%36%31%26%20%47%22%27%62%14%36%

badacdfghacdefgh

None of these (DO NOT
*92722-6--*-9READ OUT)
*%1%1%1%*%1%-%2%-%-%*%-%1%

h

Don't Know (DO NOT READ
-22**----*-22OUT)
-%*%1%*%*%-%-%-%-%1%-%8%*%

ahbdefgh
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4382959065915851644Unweighted total
3232167155712031260Weighted total

2481826114310011044Letters
77%84%85%76%83%83%

cc

21814330319649668Large Letters
68%66%42%34%54%53%

aab

1857418413434448Parcels and packets
57%34%26%24%36%36%

aba

None of these (DO NOT
2*7-99READ OUT)
1%*%1%-%1%1%

Don't Know (DO NOT READ
2*-2*2OUT)
1%*%-%3%*%*%

aa
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4028084346115831-3364834112421644Unweighted total
236602422271233*-1222120910241260Weighted total

187497361181027*-122121698581044Letters
79%83%85%66%83%100%-%100%95%100%58%81%84%83%

ccjcjcj

17536213122646*-12217153493668Large Letters
74%60%31%83%52%100%-%100%95%98%79%73%48%53%

abaaiaaiai

1472297118429*-*2*16129301448Parcels and packets
62%38%17%69%35%100%-%41%95%12%73%61%29%36%

abaaiaaiai

None of these (DO NOT
54-28---*-1449READ OUT)
2%1%-%6%1%-%-%-%5%-%7%2%*%1%

ababiabiai

Don't Know (DO NOT READ
**2-2------*22OUT)
*%*%*%-%*%-%-%-%-%-%-%*%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591129507688154495414161644Unweighted total
*431723521073810334532117167210481260Weighted total

*42172348952691307387104454910441044Letters
100%100%62%99%100%92%89%85%92%73%89%82%100%83%

abdbdfbdfdbcdef

*42111540596481238327668668545668Large Letters
100%100%55%63%66%78%56%59%71%62%57%99%52%53%

aaacdfacaacdef

*427721329325144448368280317448Parcels and packets
100%97%55%43%28%40%31%40%43%84%31%42%30%36%

aacacabcefac

None of these (DO NOT
------*929***9READ OUT)
-%-%-%-%-%-%*%1%1%2%*%*%*%1%

abcabcabc

Don't Know (DO NOT READ
------22**2*22OUT)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146551644Unweighted total
111732732814321-**5795101260Weighted total

7161255252369*-*-5363711044Letters
67%93%93%89%85%78%-%100%-%100%49%66%73%83%

aa

8147187148177*-*-475312668Large Letters
74%85%68%53%41%78%-%100%-%66%98%55%61%53%

abcaba

3741079392*-*-266433448Parcels and packets
25%43%39%33%21%78%-%100%-%35%96%64%85%36%

abaa

None of these (DO NOT
---*-*--*--189READ OUT)
-%-%-%*%-%22%-%-%100%-%-%12%2%1%

Don't Know (DO NOT READ
-*--2-------*2OUT)
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530111153325133401101121751532371644Unweighted total

61165841176162233443731451191911260Weighted total

610396398113717231247104871471044Letters
92%89%75%83%85%72%67%65%64%72%73%77%83%

bad

566349618109112062569069110668Large Letters
81%57%59%53%67%48%60%63%77%62%58%58%53%

babc

1367334151412028416512096164448Parcels and packets
22%32%39%35%87%87%82%38%89%83%81%86%36%

None of these (DO NOT
*-734-6114*49READ OUT)
1%-%8%*%2%-%2%35%1%2%*%2%1%

a

Don't Know (DO NOT READ
*2-2*------*2OUT)
1%*%-%*%*%-%-%-%-%-%-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152771644Unweighted total
-11497732513040216177123621260Weighted total

-1149733251002861415494371044Letters
-%100%100%100%77%71%87%87%77%60%83%

a

-8249520775252121246940668Large Letters
-%72%51%63%58%63%76%70%56%65%53%

abb

-52279125613866855560448Parcels and packets
-%46%29%38%47%96%41%48%45%97%36%

bbbb

None of these (DO NOT
--*-81*-8-9READ OUT)
-%-%*%-%6%*%*%-%7%-%1%

aa

Don't Know (DO NOT READ
--2*-**---2OUT)
-%-%*%*%-%*%*%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393661644Unweighted total

569290744866810444103336334-795752651260Weighted total

56468153165451044470252232-584812081044Letters
98%93%90%71%82%100%100%68%75%69%-%73%84%79%83%

acbcac

3394541278668545365210198-79571263668Large Letters
59%57%60%62%100%52%61%63%63%59%-%100%99%99%53%

aac

2203290448278316188300277-47231128448Parcels and packets
46%29%32%100%42%30%16%86%89%83%-%59%40%48%36%

abaaabb

None of these (DO NOT
-------317-***9READ OUT)
-%-%-%-%-%-%-%3%*%2%-%*%*%*%1%

bb

Don't Know (DO NOT READ
------------*-2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
141618429821159861093392803991644Unweighted total
1117122668886050692431912731260Weighted total

61081861374633461731452181044Letters
54%58%65%69%89%87%66%66%71%76%80%83%

dcde

798193734853647156121181668Large Letters
68%52%68%72%54%56%71%68%64%63%66%53%

1097112143044362224173253448Parcels and packets
95%51%60%44%31%35%85%90%92%91%93%36%

be

None of these (DO NOT
-3--1122---9READ OUT)
-%17%-%-%*%*%4%3%-%-%-%1%

abcabc

Don't Know (DO NOT READ
----2*-----2OUT)
-%-%-%-%*%*%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
139624853142134051552931160613161589133815751644Unweighted total
1053207411078325911746871220979120499311941260Weighted total

8821633489331969785561012799100783210011044Letters
84%79%83%83%95%76%83%81%83%82%84%84%84%83%

cc

536131215752157619401651552648592640668Large Letters
51%64%51%53%59%61%53%58%53%56%54%60%54%53%

bbbace

34410418376-127415277433398428373423448Parcels and packets
33%50%44%35%-%49%35%40%35%41%36%38%35%36%

babbace

None of these (DO NOT
82-7*598989699READ OUT)
1%1%-%1%5%2%1%1%1%1%1%1%1%1%

Don't Know (DO NOT READ
2**2--2*222222OUT)
*%*%1%*%-%-%*%*%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
686958137475180298114619123155102441644Unweighted total
5447151041651432178961371804532001260Weighted total

41962689550921857531021353231491044Letters
77%87%86%76%64%85%84%74%75%73%96%74%83%

babaa

281387536428612444991109263120668Large Letters
52%54%51%65%60%57%50%67%61%59%92%60%53%

ccbbc

2042443263088553167294221105448Parcels and packets
37%34%31%46%61%25%35%53%52%48%35%53%36%

cbccbc

None of these (DO NOT
364*53528**69READ OUT)
1%1%*%1%3%1%1%1%5%*%4%3%1%

c

Don't Know (DO NOT READ
2*2-*-2**--*2OUT)
*%*%*%-%*%-%*%*%*%-%-%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
9530187891272005212078165513681644Unweighted total
51116734468019482865121431260Weighted total

37115426417015342041101251044Letters
73%94%81%78%88%87%80%70%73%63%89%87%83%

adaacdcd

265321723469281435779668Large Letters
50%40%48%49%49%58%45%59%51%54%65%55%53%

1842415194018462662249448Parcels and packets
35%35%36%44%41%50%92%96%94%95%19%34%36%

cdcdababb

None of these (DO NOT
*-1-----1***9READ OUT)
*%-%2%-%-%-%-%-%4%*%*%*%1%

ac

Don't Know (DO NOT READ
--*-------*-2OUT)
-%-%*%-%-%-%-%-%-%-%*%-%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
9890143117101131959941724732561644Unweighted total
821051061409494717017234812111260Weighted total

6783831187879566213528711841044Letters
81%79%78%85%83%84%78%89%78%82%88%87%83%

djdfj

4651467658534032821448120668Large Letters
56%49%43%55%62%57%56%46%48%42%60%57%53%

dejjjdj

20364058433526236582766448Parcels and packets
25%34%38%41%46%37%37%33%38%25%33%31%36%

llalll

None of these (DO NOT
-222*-1-1-2-9READ OUT)
-%2%2%1%1%-%1%-%1%-%2%-%1%

aaa

Don't Know (DO NOT READ
2-------*--*2OUT)
2%-%-%-%-%-%-%-%*%-%-%*%*%

ad
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3313496113531644Unweighted total
2933273133261260Weighted total

2332752532831044Letters
80%84%81%87%83%

bd

143188154183668Large Letters
49%57%49%56%53%

bdb

96136115101448Parcels and packets
33%41%37%31%36%

ad

None of these (DO NOT
42229READ OUT)
1%1%1%1%1%

Don't Know (DO NOT READ
2-**2OUT)
1%-%*%*%*%
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QV6a.2 Which of the following, if any, does your organisation use Royal Mail services for?
Base: All using RM (QV4=1) and send letters/large letters/parcels/packets at (QV6a=1 or 2 or 3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206196297330559801363439791538Unweighted total

363574286360639153911041167Weighted total

Standard Stamped Mail
2121371772453147206847151st Class
58%61%49%62%68%49%43%44%52%62%61%

ccebcde

Standard Stamped Mail
1318371281792848175125402nd Class
35%51%49%45%50%45%39%49%44%46%46%

eee

1st Class large letter
111225109129183510373391stamps
32%33%34%38%36%28%32%34%25%34%33%

bbe

2nd Class large letter
8714659315348237252stamps

21%20%19%23%26%23%28%29%20%21%22%

b

Franked / metered mail
10411301719469991182nd Class
27%12%15%10%5%30%45%38%23%9%10%

abcdaaaababeaba

Franked / metered mail
84113011214611961171st Class

22%13%15%11%3%34%44%39%29%9%10%

abaaaaababa

**2683*112123PPI - PPI 2nd Class
*%*%2%2%2%4%4%8%2%2%2%

aab

**2663*111921PPI - PPI 1st Class
*%*%3%2%2%4%3%6%4%2%2%

aaa

*111-1***45Bulk Mail
*%1%1%*%-%1%2%1%1%*%*%

aa

None of these (DO NOT
-*-35**-*1213READ OUT)
-%*%-%1%1%1%2%-%*%1%1%

Don't Know (DO NOT READ
---35*--*1313OUT)
-%-%-%1%1%*%-%-%1%1%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
181192207958101881091829936167541221538Unweighted total

5360619921018611418210031170701371167Weighted total

Standard Stamped Mail
303838609704472100732211637757151st Class
55%63%62%61%69%51%63%55%73%69%68%53%54%61%

abfhmabfhjmabfhm

Standard Stamped Mail
3127294534445589046126623695402nd Class
57%44%48%46%43%52%51%49%46%37%39%33%50%46%

bcdijlbcbcbb

1st Class large letter
182223328342834693213572438391stamps
33%37%37%33%34%33%30%38%32%42%33%34%28%33%

2nd Class large letter
14111920821212439176311930252stamps
26%19%31%21%21%25%21%21%17%18%19%27%22%22%

cefjl

Franked / metered mail
9810909761657179141182nd Class

16%14%17%9%9%8%5%9%5%23%10%13%10%10%

efgjegjefgjacefghij

Franked / metered mail
7611938752055179161171st Class

12%10%17%9%7%9%4%11%5%17%10%13%12%10%

gegijlgeggg

*21204*13-13-823PPI - PPI 2nd Class
1%3%2%2%4%*%1%2%-%3%2%-%6%2%

emehjm

*12184213--22321PPI - PPI 1st Class
*%1%3%2%4%2%1%2%-%-%1%3%2%2%

mem

1113-*21--*--5Bulk Mail
1%1%1%*%-%*%1%1%-%-%*%-%-%*%

None of these (DO NOT
-*112-31*2-31213READ OUT)
-%*%1%1%-%4%1%*%2%-%2%2%1%1%

flm

Don't Know (DO NOT READ
-11113-2---4-313OUT)
-%2%1%1%3%-%1%-%-%-%2%-%2%1%

fmfmfm

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
217132148610526271335034517033143351538Unweighted total
1221046286881454119322971322488191167Weighted total

Standard Stamped Mail
736421845312577520180951659117151st Class
60%61%64%60%57%63%63%61%72%68%67%60%61%

ehh

Standard Stamped Mail
524881344062424120136431036115402nd Class
42%47%47%46%53%34%61%46%32%43%41%57%46%

bdegbdegdgdg

1st Class large letter
3635510428715257892484254391stamps
29%34%36%33%33%48%26%31%36%15%29%22%33%

cabcdefhc

2nd Class large letter
202326818311927461171193252stamps
16%22%24%21%26%23%13%21%13%4%21%15%22%

bcdefcdcdcd

Franked / metered mail
209727904926120921011182nd Class
17%9%10%10%11%22%2%7%7%8%11%7%10%

aefabdefh

Franked / metered mail
179927904428216142811171st Class
14%9%9%10%10%24%7%5%11%9%9%7%10%

aeabdefhe

122914123-7*-1-23PPI - PPI 2nd Class
1%2%3%2%3%2%-%2%*%-%1%-%2%

add

120101173-101-*-21PPI - PPI 1st Class
1%2%4%1%2%2%-%3%1%-%*%-%2%

abh

*5233*11--*-5Bulk Mail
*%*%1%*%1%*%2%*%-%-%*%-%*%

None of these (DO NOT
-1311141-7*1--13READ OUT)
-%1%*%1%1%1%-%2%*%4%-%-%1%

hbdh

Don't Know (DO NOT READ
2112104--22-3213OUT)
1%1%1%1%1%-%-%1%2%-%3%9%1%

eghdefgh

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3912818625114871538Unweighted total
2852046754911191167Weighted total

Standard Stamped Mail
158121435376787151st Class

56%60%64%75%61%61%

ca

Standard Stamped Mail
12985326185225402nd Class

45%42%48%38%47%46%

1st Class large letter
1118319617374391stamps

39%41%29%34%33%33%

aa

2nd Class large letter
73461334248252stamps
26%23%20%8%22%22%

ab

Franked / metered mail
323549*1171182nd Class
11%17%7%1%10%10%

aacb

Franked / metered mail
39354121151171st Class
14%17%6%4%10%10%

aa

1625-2323PPI - PPI 2nd Class
6%1%1%-%2%2%

ab

8310-2121PPI - PPI 1st Class
3%1%2%-%2%2%

3*2-55Bulk Mail
1%*%*%-%*%*%

a

None of these (DO NOT
111*-1313READ OUT)

4%1%*%-%1%1%

ab

Don't Know (DO NOT READ
25521113OUT)
1%2%1%4%1%1%

a

Refused (DO NOT READ
------OUT)
-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3687574135414841-3264231411701538Unweighted total
215553400241143*-122191919531167Weighted total

Standard Stamped Mail
863482807708---223806297151st Class
40%63%70%28%62%-%-%-%100%82%14%42%66%61%

cbcbcjcjbcij

Standard Stamped Mail
782661967533--*223714625402nd Class
36%48%49%31%47%-%-%41%100%86%16%37%48%46%

ccbcjcbcj

1st Class large letter
69225975386---22164322391stamps
32%41%24%21%34%-%-%-%100%79%6%33%34%33%

aaccccc

2nd Class large letter
50137656246--*22244202252stamps
23%25%16%25%22%-%-%41%100%82%9%23%21%22%

aaccc

Franked / metered mail
466476111--*-*640711182nd Class
22%12%2%27%10%-%-%59%-%14%31%21%7%10%

abaaiaaiai

Franked / metered mail
485994112--*-*444691171st Class
22%11%2%18%10%-%-%59%-%12%20%23%7%10%

abaaiaaiai

1310*518*-*--581023PPI - PPI 2nd Class
6%2%*%22%2%100%-%18%-%-%27%4%1%2%

abaabiabiai

1155318*-*--381021PPI - PPI 1st Class
5%1%1%13%2%100%-%18%-%-%15%4%1%2%

ababiabiai

14-*5-----*145Bulk Mail
*%1%-%2%*%-%-%-%-%-%2%*%*%*%

None of these (DO NOT
103*49-----46313READ OUT)

5%*%*%16%1%-%-%-%-%-%20%3%*%1%

ababiabiai

Don't Know (DO NOT READ
355*13-----*21013OUT)
1%1%1%1%1%-%-%-%-%-%1%1%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283810413541059488584153895014101538Unweighted total
*431723521069755326442116767210441167Weighted total

Standard Stamped Mail
-2*58246754611912527153776717151st Class
-%50%7%32%35%47%63%61%59%57%61%56%64%61%

bcbbbde

Standard Stamped Mail
-2*1212224913541431915402815175402nd Class
-%52%18%73%51%43%46%47%44%43%46%42%49%46%

bbbde

1st Class large letter
-2*3717362268122169391341339391stamps
-%50%4%21%30%32%34%36%38%38%33%51%32%33%

aacacdef

2nd Class large letter
--*741222717080112252215226252stamps
-%-%14%45%19%24%21%23%25%25%22%32%22%22%

acdef

Franked / metered mail
-2*461392975055118871141182nd Class
-%48%5%23%28%26%9%13%15%12%10%13%11%10%

aacacc

Franked / metered mail
-**251299944759117951091171st Class
-%3%3%10%20%23%9%12%14%13%10%14%10%10%

aacaccac

**2*231616111123191823PPI - PPI 2nd Class
100%3%79%2%7%6%1%2%3%3%2%3%2%2%

aaa

**122*161351021181421PPI - PPI 1st Class
100%3%41%12%7%1%1%2%2%2%2%3%1%2%

aba

----**54425355Bulk Mail
-%-%-%-%*%*%*%1%1%1%*%*%*%*%

None of these (DO NOT
----*-13102111312613READ OUT)
-%-%-%-%1%-%1%1%1%2%1%2%1%1%

aceae

Don't Know (DO NOT READ
------133231312713OUT)
-%-%-%-%-%-%1%*%*%1%1%2%1%1%

aef

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133043853694673-3-49105581538Unweighted total
11173273281429*-*-5774221167Weighted total

Standard Stamped Mail
769166180292----2*22487151st Class

65%40%61%64%68%-%-%-%-%35%2%29%59%61%

ddcd

Standard Stamped Mail
872130130200*-*-4321835402nd Class

69%41%48%46%47%56%-%56%-%69%42%28%43%46%

1st Class large letter
65910898120----2**166391stamps

52%34%40%35%28%-%-%-%-%35%8%1%39%33%

aa

2nd Class large letter
148676273*-*-422104252stamps

10%28%25%22%17%56%-%56%-%69%28%27%25%22%

aa

Franked / metered mail
*48262716*-*--*2521182nd Class
4%28%10%10%4%13%-%13%-%-%2%29%12%10%

abcaa

Franked / metered mail
162261513*-*--*2571171st Class
7%36%9%5%3%13%-%13%-%-%5%27%13%10%

abcab

-10824*-*-211823PPI - PPI 2nd Class
-%6%3%1%1%30%-%30%-%31%16%13%2%2%

abcab

-5745*-*--*1921PPI - PPI 1st Class
-%3%3%2%1%30%-%30%-%-%2%13%2%2%

**3*1-----*-25Bulk Mail
3%*%1%*%*%-%-%-%-%-%2%-%1%*%

None of these (DO NOT
-291*-----2-913READ OUT)
-%1%3%*%*%-%-%-%-%-%28%-%2%1%

aab

Don't Know (DO NOT READ
-1228------*313OUT)
-%*%1%1%2%-%-%-%-%-%-%3%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101528921446229293259961421302071538Unweighted total

6116270109814319278264115991621167Weighted total

Standard Stamped Mail
*71541674751216512962561047151st Class
4%62%59%61%53%61%59%65%45%54%57%64%61%

cd

Standard Stamped Mail
35373750361111201255244695402nd Class

51%46%54%46%43%55%43%51%39%45%45%43%46%

1st Class large letter
*39123367605104116403873391stamps
5%34%34%33%42%26%37%65%25%35%38%45%33%

dd

2nd Class large letter
12512023238767118272838252stamps

18%22%29%21%27%36%24%49%28%24%28%24%22%

Franked / metered mail
1117811026324*71612181182nd Class

14%10%11%10%18%17%9%15%12%14%13%11%10%

a

Franked / metered mail
31141110624*33*142010161171st Class

48%10%15%10%17%2%12%12%21%17%10%10%10%

aba

*232214*7-812*23PPI - PPI 2nd Class
2%2%3%2%2%1%3%-%12%1%2%*%2%

abc

*21*214*6-522*21PPI - PPI 1st Class
2%2%*%2%3%2%2%-%9%2%2%*%2%

abc

-5151*1**1*15Bulk Mail
-%*%1%*%1%1%*%15%*%1%*%1%*%

None of these (DO NOT
-13-131-10-452*13READ OUT)
-%1%-%1%1%-%3%-%6%4%2%*%1%

aa

Don't Know (DO NOT READ
-13-13*-3-*2*113OUT)
-%1%-%1%*%-%1%-%*%2%*%1%1%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-206131945713345124223127641538Unweighted total
-11497332511133115175102481167Weighted total

Standard Stamped Mail
-7861824061191510057217151st Class
-%69%64%74%55%58%36%57%56%44%61%

b

Standard Stamped Mail
-614981556013258756195402nd Class
-%54%51%48%54%40%36%50%55%39%46%

aa

1st Class large letter
-60310144361337583511391stamps
-%53%32%44%32%40%46%33%34%23%33%

abb

2nd Class large letter
-432099238743553611252stamps
-%38%21%28%35%22%22%31%35%23%22%

abba

Franked / metered mail
-181123611443191171182nd Class
-%16%11%11%10%13%18%11%10%14%10%

Franked / metered mail
-161054311484241091171st Class
-%14%11%13%10%14%27%14%9%18%10%

-818938142223PPI - PPI 2nd Class
-%7%2%3%3%3%8%2%2%5%2%

ab

-614637141421PPI - PPI 1st Class
-%5%1%2%3%2%8%2%1%9%2%

abb

-25212*11*5Bulk Mail
-%2%*%1%1%1%3%*%1%1%*%

b

None of these (DO NOT
-14429-71613READ OUT)
-%1%*%1%2%3%-%4%1%12%1%

b

Don't Know (DO NOT READ
-*43-3----13OUT)
-%*%*%1%-%1%-%-%-%-%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122050294314096130405362-1468353641538Unweighted total

56929073676681044484286267-795742641167Weighted total

Standard Stamped Mail
4336715211376671454147167-443231597151st Class

69%49%79%57%56%64%89%64%52%62%-%55%56%60%61%

bbcbb

Standard Stamped Mail
154035614628051723815295-342571025402nd Class

20%78%39%40%42%49%39%46%53%36%-%43%45%38%46%

abcaaa

1st Class large letter
2211391143341338432105104-41298138391stamps

40%30%43%39%51%32%89%38%37%39%-%52%52%52%33%

baac

2nd Class large letter
1252181872152262268559-3219582252stamps

21%36%20%24%32%22%39%31%30%22%-%40%34%31%22%

aacaaa

Franked / metered mail
2118824884114*154232-1583251182nd Class

38%17%9%13%13%11%8%17%15%12%-%20%14%10%10%

aaa

Franked / metered mail
2811175493109*164340-1589351171st Class

39%12%13%15%14%10%11%19%15%15%-%19%16%13%10%

aa

*2315101918-295-817623PPI - PPI 2nd Class
3%3%2%3%3%2%-%2%3%2%-%10%3%2%2%

aab

*1621101814-5105-815821PPI - PPI 1st Class
3%2%2%3%3%1%-%6%3%2%-%10%3%3%2%

aaaab

525235-222-2325Bulk Mail
100%*%1%1%*%*%-%2%1%1%-%2%*%1%*%

b

None of these (DO NOT
---11116-129-351013READ OUT)
-%-%-%3%2%1%-%2%1%3%-%4%1%4%1%

aabbb

Don't Know (DO NOT READ
---3127-*22-23713OUT)
-%-%-%1%2%1%-%*%1%1%-%3%1%3%1%

abb

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
12111739951110974932872483591538Unweighted total
1012102366182039562021632421167Weighted total

Standard Stamped Mail
55763176402333134761577151st Class

49%42%72%27%48%78%59%60%67%46%65%61%

bbbb

Standard Stamped Mail
43411499321182579105915402nd Class

47%23%40%49%75%39%47%45%39%64%38%46%

aacde

1st Class large letter
3*4619634920279259109391stamps

27%2%43%27%30%43%50%48%46%36%45%33%

bbbbb

2nd Class large letter
31292191651220526648252stamps

27%7%25%41%33%20%31%35%26%41%20%22%

aaaac

Franked / metered mail
*124106771282034391182nd Class
5%8%21%19%16%9%30%14%10%21%16%10%

aacdcc

Franked / metered mail
*124721071182228451171st Class
5%8%21%15%11%13%27%15%11%17%19%10%

ccc

*4*221131347523PPI - PPI 2nd Class
3%31%1%7%3%2%4%5%2%4%2%2%

a

*2*11417*785721PPI - PPI 1st Class
3%17%1%2%2%2%1%12%4%3%3%2%

abce

--**15*12125Bulk Mail
-%-%5%*%*%1%1%1%1%1%1%*%

None of these (DO NOT
2--424**9*313READ OUT)

19%-%-%15%*%*%*%1%5%*%1%1%

ab

Don't Know (DO NOT READ
----24--2*-13OUT)
-%-%-%-%*%1%-%-%1%*%-%1%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
131222647133223711454867150512221493125814801538Unweighted total

981186351001322810906321133900112292811131167Weighted total

Standard Stamped Mail
6151002362121466643946975446855546817151st Class

63%54%65%62%62%64%61%62%62%60%61%60%61%61%

a

Standard Stamped Mail
472681947831025062955284195244405235402nd Class

48%36%54%48%100%45%46%47%47%47%47%47%47%46%

a

1st Class large letter
31774143352100359236385310379331374391stamps

32%40%42%33%62%44%33%37%34%34%34%36%34%33%

babb

2nd Class large letter
205479220-59231156246212237215237252stamps

21%25%26%22%-%26%21%25%22%24%21%23%21%22%

Franked / metered mail
9622*99-3211567114921171071151182nd Class
10%12%1%10%-%14%11%11%10%10%10%12%10%10%

b

Franked / metered mail
9719*99-3511272113931141061121171st Class
10%10%1%10%-%15%10%11%10%10%10%11%10%10%

b

1112317-102114232023192323PPI - PPI 2nd Class
1%7%8%2%-%4%2%2%2%2%2%2%2%2%

baab

156*17-102014211920191921PPI - PPI 1st Class
2%3%1%2%-%4%2%2%2%2%2%2%2%2%

ab

42-5-353535455Bulk Mail
*%1%-%1%-%1%*%*%*%*%*%*%*%*%

None of these (DO NOT
103-11-71111131213121313READ OUT)

1%2%-%1%-%3%1%2%1%1%1%1%1%1%

b

Don't Know (DO NOT READ
121*12-19811111191113OUT)

1%*%1%1%-%*%1%1%1%1%1%1%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
63290613116515028110781722004792091538Unweighted total
493674983581192068351191543631701167Weighted total

Standard Stamped Mail
30141461032661085356687182927151st Class

61%61%62%56%55%52%64%55%57%50%74%54%61%

ac

Standard Stamped Mail
2383024582652944014377151805402nd Class

48%45%47%44%44%46%48%36%50%43%19%47%46%

a

1st Class large letter
163228323244166276475213255391stamps

33%34%33%41%34%32%33%40%34%36%74%32%33%

2nd Class large letter
11613620811335117229498151252stamps

24%20%21%19%28%25%21%24%32%23%19%30%22%

Franked / metered mail
3979101313376911184*191182nd Class

8%12%10%6%11%18%8%9%12%10%9%11%10%

bab

Franked / metered mail
3779986133265192261261171st Class

8%12%10%10%11%16%8%16%14%17%22%15%10%

bbb

14101247410723-523PPI - PPI 2nd Class
3%1%1%7%6%2%1%6%1%7%-%3%2%

ccbcb

11101542412432*521PPI - PPI 1st Class
2%2%2%7%2%2%1%4%2%5%4%3%2%

c

145-*1311--15Bulk Mail
*%1%1%-%*%1%*%1%1%-%-%1%*%

None of these (DO NOT
755-727452-713READ OUT)
2%1%1%-%6%1%1%3%3%5%-%4%1%

bcb

Don't Know (DO NOT READ
8593*292----13OUT)
2%1%1%6%*%1%1%2%-%-%-%-%1%

ac

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8729172851271994810870139493661538Unweighted total
46115831467917402248111421167Weighted total

Standard Stamped Mail
3063618215862610276877151st Class
64%57%61%60%46%73%34%67%45%56%53%61%61%

bdbdd

Standard Stamped Mail
206321532349167203725402nd Class
43%54%54%48%68%43%54%41%31%41%30%50%46%

acbcd

1st Class large letter
18419121035318519651391stamps
38%32%33%38%22%45%18%45%23%38%48%36%33%

bdbdddd

2nd Class large letter
84141014163438136252stamps

17%34%24%32%31%20%19%11%12%16%8%25%22%

dacbcd

Franked / metered mail
41828726573171182nd Class
9%14%14%7%17%9%14%14%22%15%26%12%10%

caa

Franked / metered mail
5*1027133107123201171st Class

11%3%17%8%15%16%20%24%33%24%27%14%10%

aaaa

**23423123*623PPI - PPI 2nd Class
1%1%4%10%8%3%18%3%9%7%*%4%2%

dcacdb

1*31232223*521PPI - PPI 1st Class
3%*%5%4%5%4%13%4%11%6%2%4%2%

aca

1**-*1*1*2*25Bulk Mail
3%1%*%-%*%2%1%4%2%3%1%1%*%

bd

None of these (DO NOT
21---21122-313READ OUT)
5%10%-%-%-%3%6%3%10%4%-%2%1%

abdab

Don't Know (DO NOT READ
--*-*------*13OUT)
-%-%1%-%1%-%-%-%-%-%-%*%1%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938313010895128849638721702431538Unweighted total
7796921308893646815332771981167Weighted total

Standard Stamped Mail
51644178516642389422451247151st Class
66%67%44%60%58%71%65%57%61%69%58%63%61%

jjjjehjjjj

Standard Stamped Mail
3845505140412640752029845402nd Class
49%47%54%39%46%45%41%59%49%64%38%42%46%

abiabfgi

1st Class large letter
19302248343520255572669391stamps
24%31%24%37%38%37%32%37%36%22%34%35%33%

jjljljjlj

2nd Class large letter
11192119312214193771240252stamps
14%20%22%15%35%24%23%28%24%22%16%20%22%

abdijklilil

Franked / metered mail
361215139751829201182nd Class
3%6%13%11%15%10%11%7%12%5%11%10%10%

llllll

Franked / metered mail
558151113462036211171st Class
6%5%8%11%12%14%7%9%13%11%8%11%10%

kk

*3*24*116-5223PPI - PPI 2nd Class
*%3%*%1%5%*%1%2%4%-%6%1%2%

agjlagjagjl

*1*24*1-522321PPI - PPI 1st Class
*%1%*%1%5%*%2%-%3%7%3%1%2%

aegjlgj

-**-2*--2-1*5Bulk Mail
-%*%*%-%3%*%-%-%1%-%1%*%*%

a

None of these (DO NOT
--4*2-*13-2*13READ OUT)
-%-%4%*%2%-%*%2%2%-%2%*%1%

aglaaaa

Don't Know (DO NOT READ
-12*--2-*22413OUT)
-%1%2%*%-%-%3%-%*%5%3%2%1%

ddgdd

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3063315673341538Unweighted total
2653112853071167Weighted total

Standard Stamped Mail
1551951741917151st Class

59%63%61%62%61%

Standard Stamped Mail
1321331421335402nd Class

50%43%50%43%46%

c

1st Class large letter
71117101103391stamps
27%38%35%33%33%

dd

2nd Class large letter
50727059252stamps
19%23%25%19%22%

d

Franked / metered mail
203730311182nd Class

8%12%10%10%10%

Franked / metered mail
173830311171st Class

6%12%11%10%10%

dd

367723PPI - PPI 2nd Class
1%2%3%2%2%

167721PPI - PPI 1st Class
*%2%2%2%2%

dd

*2215Bulk Mail
*%1%1%*%*%

None of these (DO NOT
425213READ OUT)
1%1%2%1%1%

Don't Know (DO NOT READ
3*2813OUT)
1%*%1%2%1%

bc

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QV6d. Which, if any, of the following Royal Mail services does your organisation use to send your letter and large letters?
Base: All who use RM to send letters or large letters (QV6a2=1-2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6036481852252673254181606873Unweighted total
212137177245314720684715Weighted total

245314661241121190-24%
10%17%13%17%19%21%20%30%18%16%17%

a

55*31264*13889225-49%
23%22%1%18%11%15%11%19%14%13%13%

accacc

43174151711514214850-74%
18%13%46%23%21%22%23%12%25%21%21%

abde

8996387811624225075-100%
36%43%25%36%35%27%18%20%31%35%35%

cde

31611365112100105Don't know
13%6%16%6%15%15%28%18%12%15%15%

bbab

182031165210263518584610Answered
59.6959.5355.9556.8258.4351.3847.4142.9554.5758.9358.61Mean

cce
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
95116113549634261937123992968873Unweighted total
30383860970447210073221163774715Weighted total

678991281318123126141190-24%
19%18%20%16%16%19%18%18%16%12%11%17%19%17%

6687210841325113149225-49%
20%16%22%12%15%18%5%13%3%23%10%9%19%13%

cegjegcegjeeegeeg

87612810725201452561514850-74%
26%19%15%21%15%17%35%20%20%21%21%17%20%21%

fhijkl

713132182712193537743142525075-100%
22%33%34%36%39%27%26%35%50%32%37%38%33%35%

mmaghjklmm

453921181113832577105Don't know
13%14%9%15%15%18%16%13%11%12%22%18%9%15%

ak

263335517593661876519913168610Answered
50.9557.4154.4259.3559.3850.3854.7558.6068.1256.5063.1062.3355.1658.61Mean

maghklmm
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cb*aSignificance Level: 95%
1367372835903497331191106228119873Unweighted total

73642184531257752018095165911715Weighted total

911032874372371011441190-24%
13%17%17%16%17%10%9%21%10%6%24%39%17%

dgdg

5873260391132012*519225-49%
6%14%18%11%15%15%17%11%13%1%9%5%13%

ba

914043105511923523610214850-74%
12%22%23%20%20%25%8%20%24%36%17%21%21%

bff

31219601917622127042918325075-100%
43%34%32%36%30%29%57%39%44%54%30%25%35%

abghhgh

19861788481621881121105Don't know
26%13%9%17%19%21%9%10%8%4%20%11%15%

abdedede

54556167443209591816287164710610Answered
68.2057.6856.1659.5355.1958.6468.6658.4065.8173.6654.9645.6158.61Mean

abh
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
19414753135838873Unweighted total
15812143437678715Weighted total

34256051141190-24%
21%21%14%14%17%17%

aa

2514533899225-49%
16%12%12%8%13%13%

313088614214850-74%
19%25%20%18%21%21%

38331792023125075-100%
24%28%41%53%34%35%

bca

3018563102105Don't know
19%15%13%8%15%15%

a

12810337934576610Answered
49.3053.0663.2768.1358.0558.61Mean

bc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
12645828911862---227115747873Unweighted total

863482807708---22380628715Weighted total

2474214115---2*220951190-24%
28%21%8%62%16%-%-%-%89%3%83%25%15%17%

aaai

155522290----2-13779225-49%
17%16%8%28%13%-%-%-%-%97%-%16%12%13%

aa

187160*148-----*1713114850-74%
20%20%21%6%21%-%-%-%-%-%15%22%21%21%

1899133*250---*-*1723325075-100%
20%29%48%4%35%-%-%-%11%-%2%22%37%35%

bcbb

134944-105------1393105Don't know
14%14%16%-%15%-%-%-%-%-%-%16%15%15%

742992377603---22367536610Answered
45.0951.9071.3122.2459.01---26.1729.7113.4647.3460.4758.61Mean

bcbb
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-1371242808583245294873493828873Unweighted total
-2*5824675461191252715377671715Weighted total

--*246107813454119781041190-24%
-%-%72%42%47%25%16%17%18%22%17%21%16%17%

aa

---1*4867030379270899225-49%
-%-%-%20%3%18%13%15%16%15%13%19%13%13%

ac

---*-314510145531488914314850-74%
-%-%-%3%-%12%22%22%23%21%21%24%21%21%

---24723815147602507823425075-100%
-%-%-%34%47%28%35%33%25%24%35%21%35%35%

bdebdebde

-2*-*49958364810562100105Don't know
-%100%28%-%2%16%15%13%19%19%15%16%15%15%

ff

--*5820576403155204610315570610Answered
--5.0037.8553.7151.3459.1456.0952.0049.5158.6147.1859.0058.61Mean

bdbdebde
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
796218235317----213288873Unweighted total
769166180292----2*2248715Weighted total

49323143-----*-541190-24%
50%14%19%17%15%-%-%-%-%-%100%-%22%17%

218261531----2--359225-49%
30%26%15%8%11%-%-%-%-%98%-%-%14%13%

abcb

*13374355----*--5314850-74%
7%19%22%24%19%-%-%-%-%2%-%-%21%21%

*155565115------25825075-100%
1%21%33%36%39%-%-%-%-%-%-%95%23%35%

ddd

114172648------*48105Don't know
13%20%10%14%16%-%-%-%-%-%-%5%19%15%

cc

655150154244----2*2200610Answered
26.7448.7655.2959.6563.03----30.487.0089.7649.3358.61Mean

dcd
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
287148825105161735345974122873Unweighted total
*7154167475121651296156104715Weighted total

-119711213240*15138181190-24%
-%17%17%17%17%14%24%19%51%22%14%17%17%

abc

-927858228*2139129225-49%
-%13%17%13%10%15%17%8%9%21%17%12%13%

*148914016235*217161714850-74%
42%21%22%21%22%17%21%24%7%27%29%17%21%

dad

-2501024120435*311133225075-100%
-%35%24%36%26%37%22%39%9%18%24%31%35%

d

*10589718227*77924105Don't know
58%15%21%14%24%17%17%10%24%11%17%23%15%

*610325775710138122544780610Answered
60.0058.6153.7558.8854.8654.6946.9565.9124.4446.7851.1657.0758.61Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-10976830565229121126327873Unweighted total
-786182406119151005721715Weighted total

-15914513412211331190-24%
-%20%15%19%21%22%30%21%23%16%17%

-148633928213919225-49%
-%18%14%14%15%15%32%13%16%6%13%

-16133521241*2210814850-74%
-%20%22%22%19%21%4%22%17%35%21%

-17222691346-2913625075-100%
-%22%36%29%22%24%-%29%23%28%35%

ac

-1687411434215123105Don't know
-%20%14%17%22%18%34%15%21%15%15%

-62532198471574854618610Answered
-47.3859.7552.7748.8449.7223.6952.4648.2756.6158.61Mean

ac
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
9483873254490827369185199-67429213873Unweighted total
4336715211376670454147167-44323159715Weighted total

*781195278104-163740-1365351190-24%
6%23%17%25%21%16%-%30%25%24%-%29%20%22%17%

aaa

17792297089-82719-966289225-49%
15%23%13%14%19%13%-%15%18%11%-%21%21%18%13%

aa

-801484389143272735-8793414850-74%
-%24%21%20%24%21%44%14%18%21%-%17%24%21%21%

2472504677234-113341-5643425075-100%
59%14%35%22%21%35%-%21%22%25%-%11%20%21%35%

bbc

15310541611002112432-94929105Don't know
20%16%15%19%16%15%56%20%16%19%-%21%15%18%15%

3282610170315570243123135-34275130610Answered
76.9040.1858.6146.9447.1459.0070.0042.6146.2749.40-35.0846.6846.7258.61Mean

bbccc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
759144547783248166108199873Unweighted total
5576317640233313476157715Weighted total

23217397883026311190-24%
43%55%27%9%23%15%36%23%22%34%20%17%

aaac

**117188551917299225-49%
10%1%8%19%22%14%20%16%14%23%18%13%

a

*-218113641032153614850-74%
7%-%32%17%25%21%18%31%24%19%23%21%

22*249231332893625075-100%
40%44%7%26%15%36%15%8%21%12%23%35%

bdbd

--2243883826825105Don't know
-%-%26%29%14%14%12%23%20%11%16%15%

5555273552202510867132610Answered
55.5643.5337.2156.4941.5259.7037.2738.5747.1436.1149.7158.61Mean

bbbd
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
762111307671201823497854682847696841873Unweighted total
615100236212146664394696544685554681715Weighted total

99206103-241136611695113981111190-24%
16%20%26%17%-%17%17%17%17%17%17%18%16%17%

7715283224915492709278919225-49%
13%15%7%13%100%17%14%14%13%13%13%14%13%13%

127225131-351348714411514311814314850-74%
21%22%21%21%-%24%20%22%21%21%21%21%21%21%

226245219-4023712924119124118623925075-100%
37%24%23%35%-%28%36%33%35%35%35%34%35%35%

ac

8619586-22905810474967496105Don't know
14%19%23%14%-%15%14%15%15%14%14%13%14%15%

52980175352125574336592470588480584610Answered
59.6152.0052.7958.2525.0052.7458.3757.1058.2357.9158.4156.5758.4758.61Mean

ac
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbab*a*baSignificance Level: 95%
358515753328112665686100245104873Unweighted total
3004146103266108535668718292715Weighted total

437594718188714202*191190-24%
14%18%15%23%27%17%16%21%23%13%19%21%17%

c

4052793914708105*119225-49%
13%13%13%8%14%13%13%13%12%25%3%12%13%

6286129910191161119321814850-74%
21%21%21%29%15%18%22%17%22%16%74%20%21%

1091422257173718822255*2725075-100%
36%34%37%20%26%34%35%33%28%26%5%30%35%

a

465983612197310134-16105Don't know
15%14%14%20%18%18%14%16%15%20%-%18%15%

254356526265488461557414276610Answered
60.3357.3860.0249.4049.3058.4158.7056.3251.4250.7244.0653.0258.61Mean

a
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadc*ba*dc*baSignificance Level: 95%
55189841511291454276223206873Unweighted total
306361821586261027687715Weighted total

3*95581838*181190-24%
11%2%25%28%24%13%18%31%28%30%7%21%17%

ddc

3*4337*2*21109225-49%
12%5%11%14%15%11%2%7%2%7%11%12%13%

112104101831051012514850-74%
36%25%28%24%48%31%49%38%50%37%24%29%21%

c

10396*19*52632425075-100%
34%42%25%34%1%33%7%20%17%21%57%28%35%

dd

224*3611*1-9105Don't know
7%26%12%*%12%11%24%4%3%5%-%10%15%

a

275311819514251026678610Answered
57.9275.0249.6950.0236.0757.2244.6143.5546.8844.0171.1551.8158.61Mean

ad
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
52486362547951562191440135873Unweighted total
5164417851664238942244124715Weighted total

969197184419-6201190-24%
18%9%21%24%14%27%9%10%20%-%13%16%17%

efkefk

61061073871043199225-49%
12%15%15%13%13%5%20%19%11%16%6%15%13%

ggggg

111010169775274123114850-74%
22%16%23%20%17%11%16%13%29%18%26%25%21%

eggg

2026822182713182911154525075-100%
39%41%19%29%35%40%32%46%31%48%33%36%35%

jjjdjj

412912101195941010105Don't know
9%19%21%15%21%17%22%13%10%18%22%8%15%

aadadaadad

4752326741553233851835114610Answered
61.8766.0447.0251.3859.4259.3358.1963.0953.9267.4664.1159.9758.61Mean

jdijjjj
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
163195326189873Unweighted total
155195174190715Weighted total

244426261190-24%
15%22%15%13%17%

ab

222026259225-49%
14%10%15%13%13%

3132394614850-74%
20%16%22%24%21%

c

5467607025075-100%
35%34%34%37%35%

25332323105Don't know
16%17%13%12%15%

130162151167610Answered
59.8756.0856.8761.6558.61Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbae*dcbaSignificance Level: 95%
5030431381732442859157466710Unweighted total
131837128178284717507535Weighted total

114374041121041080-24%
9%4%10%29%23%16%34%13%13%20%20%

cdede

32518285*13717625-49%
22%10%14%14%16%18%12%19%19%14%14%

36935316*2410210850-74%
23%36%25%28%17%22%6%25%24%20%20%

aa

48173058812617418275-100%
29%43%45%24%33%28%17%22%33%34%34%

bbc

21272151225762Don't know
17%7%6%5%12%16%31%21%11%11%12%

bba

111735121157242615450473Answered
51.0967.7964.6046.5053.3853.0736.3850.3856.7455.0354.93Mean

be
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
1028398427484052844814652155710Unweighted total

312729448444558904512662365535Weighted total

65691310514122258131080-24%
20%18%21%20%7%22%9%16%26%16%37%33%19%20%

iiigiafgijkl

m

46659117675612*57625-49%
14%23%20%13%25%15%10%8%12%50%18%2%8%14%

afjfafgj

554948917129-1571810850-74%
16%17%14%21%17%20%29%13%21%-%22%31%27%20%

fkf

127915412122550153652518275-100%
41%26%30%34%28%26%43%56%34%27%10%21%38%34%

clcccccclacehijklmcc

34450107673193562Don't know
9%16%15%11%23%17%9%7%7%7%13%13%8%12%

aefjm

282225398343753834211582061473Answered
58.8750.9549.6455.2156.1751.1466.3968.1153.5439.7334.4945.8856.5254.93Mean

ccccccchjklcehjklcc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
103607228482333422615169155319710Unweighted total

48487130405241392013443103611535Weighted total

149521885019*19112611080-24%
29%19%16%22%21%50%1%14%25%17%16%7%20%

abdeh

274215538711472437625-49%
4%15%16%14%16%19%7%11%16%19%10%24%14%

b

1097337538363611210210850-74%
22%20%25%19%16%7%29%27%27%21%28%16%20%

ghghgh

141684313985395311410518275-100%
29%34%33%34%35%9%47%40%26%37%28%46%34%

gdggg

8541348316310317162Don't know
17%11%10%12%13%16%15%8%7%6%18%7%12%

e

40434117356210321712340102910473Answered
51.3155.2755.4254.7755.2725.6073.5460.9346.7154.4254.5664.5854.93Mean

gdggg
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
16012242822688710Unweighted total
1278532318517535Weighted total

36195231051080-24%
29%23%16%15%20%20%

a

1616455717625-49%
12%18%14%28%14%14%

241470410410850-74%
19%17%22%22%20%20%

3227123617618275-100%
25%32%38%33%34%34%

c

20933*6162Don't know
16%10%10%2%12%12%

1077629018455473Answered
47.2851.1158.7754.3554.9654.93Mean

bc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
11738221114696--1238103593710Unweighted total

782611967528--*22371457535Weighted total

2148406102---22215881080-24%
26%18%20%78%19%-%-%-%100%92%60%21%19%20%

124222175-----112637625-49%
16%16%11%10%14%-%-%-%-%-%25%16%14%14%

1849401107--*--*179010850-74%
23%19%21%8%20%-%-%100%-%-%12%24%20%20%

179075*182----**1616518275-100%
21%35%38%3%34%-%-%-%-%8%3%23%36%34%

ccbb

113119-62------115162Don't know
14%12%10%-%12%-%-%-%-%-%-%15%11%12%

672291777466--*22360406473Answered
46.7854.7958.2319.1255.50--50.0020.0015.3518.5650.1756.2854.93Mean

cc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-24111336644494195241710393683710Unweighted total
-2*121222486349143189535276512535Weighted total

---22698672846108731021080-24%
-%-%-%19%18%27%20%19%19%25%20%26%20%20%

acf

---4-3695624267659737625-49%
-%-%-%30%-%13%14%16%16%13%14%21%14%14%

acdf

--*3131017630461085110210850-74%
-%-%9%26%5%13%21%22%21%24%20%18%20%20%

-**391016011041491825717718275-100%
-%5%20%24%75%44%33%31%29%26%34%21%35%34%

bbbdbd

-2*-*15941212362365762Don't know
-%95%71%-%2%3%12%12%15%12%12%13%11%12%

-**121222428308122167473240455473Answered
-80.0087.0350.4271.8857.3154.4753.3051.1648.9354.9342.3555.3454.93Mean

bbbbdbd
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
6971951752371-1-223233710Unweighted total
870128130199*-*-432181535Weighted total

218292137----2-*451080-24%
25%26%23%16%19%-%-%-%-%51%-%2%25%20%

-11171928------2247625-49%
-%16%13%15%14%-%-%-%-%-%-%93%13%14%

38292444*-*-22-4210850-74%
42%11%23%18%22%100%-%100%-%49%66%-%23%20%

dd

217424873-----1-4818275-100%
21%24%33%37%37%-%-%-%-%-%34%-%26%34%

dd

116111717------*2362Don't know
12%23%8%13%8%-%-%-%-%-%-%5%13%12%

abc

754118113182*-*-432158473Answered
55.7046.2152.4057.2557.6950.00-50.00-29.7866.9629.5149.2954.93Mean

dd
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Table 38  (continuation)                                                                                                                                                    Page 856

Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
5705416698812141527625592710Unweighted total
3532374985911120125524467535Weighted total

*10899912331*81310161080-24%
17%20%24%20%21%30%26%30%31%25%22%23%20%

2746708216-39777625-49%
66%14%16%14%13%16%14%-%11%17%16%11%14%

-1081097104321314151310850-74%
-%20%28%20%17%42%26%58%12%26%35%20%20%

a

*182617621126-61352418275-100%
2%34%16%35%37%11%22%-%24%25%12%36%34%

bab

*616568*15*537762Don't know
15%11%16%11%13%1%13%13%22%6%16%11%12%

2471314425110105120493760473Answered
33.7355.0443.4155.7556.0237.6346.5934.7644.5949.4443.5453.4654.93Mean

ba
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-89659219631789976024710Unweighted total
-61493154601305875619535Weighted total

-2094431433*231441080-24%
-%33%19%28%23%25%1%26%25%22%20%

bb

-116934718-13647625-49%
-%18%14%22%12%14%-%15%10%22%14%

b

-810122202642616710850-74%
-%12%20%14%34%20%79%30%28%39%20%

aa

-1217629940*1612218275-100%
-%20%36%19%15%31%3%18%21%13%34%

acb

-105326913199162Don't know
-%16%11%17%16%10%17%11%16%4%12%

b

-51440128501164784718473Answered
-39.8756.4040.7845.3250.4954.9045.2547.4945.8054.93Mean

ac
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
7710497196390683149187137-54365147710Unweighted total
153535114427551223815095-34252101535Weighted total

*108943673102-144021-1563341080-24%
12%20%27%25%26%20%-%37%26%22%-%45%25%33%20%

baab

*7671205973-72016-857237625-49%
10%14%20%14%21%14%-%17%13%16%-%23%22%22%14%

bac

-108763051102-43521-1461910850-74%
-%20%22%21%18%20%-%10%23%22%-%2%18%18%20%

ccc

*182614157177-54025-5541118275-100%
10%34%17%28%21%35%-%13%26%27%-%15%22%11%34%

abba

16250183657281513-5321562Don't know
69%12%14%12%13%11%100%21%10%13%-%15%13%15%12%

b

*473302126239455-3013583-2922186473Answered
43.6054.9340.9649.8842.4155.34-35.5648.6448.77-30.1843.3334.8254.93Mean

abbccac
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
443186584502535118135133710Unweighted total
4341049731618257910391535Weighted total

21-18786951822281080-24%
48%29%-%6%18%27%51%21%23%21%30%20%

b

22*27466471516147625-49%
41%70%6%20%15%21%24%26%20%16%15%14%

b

--2210373*314242110850-74%
-%-%48%22%21%23%1%11%17%23%23%20%

**-3180502318321718275-100%
11%2%-%25%36%16%12%13%23%31%19%34%

aad

--235241271491162Don't know
-%-%46%28%11%13%12%28%17%9%12%12%

abb

43274442751618659380473Answered
26.8931.0747.7663.1056.9339.9630.2840.5446.3252.5542.9154.93Mean

aa
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
62189256262163669407699564690579689710Unweighted total
46768194733102501291523414519435519535Weighted total

93151101-35996610786103941031080-24%
20%22%6%21%-%34%20%23%20%21%20%22%20%20%

ab

6411567-18724675637366737625-49%
14%17%25%14%-%17%14%16%14%15%14%15%14%14%

9117210121410152105831058710510850-74%
19%25%11%21%62%13%20%18%20%20%20%20%20%20%

c

1671571531211789117713817914217918275-100%
36%22%40%32%38%20%36%31%34%33%34%33%34%34%

acc

5210451-155237594458465862Don't know
11%14%19%11%-%14%10%13%11%11%11%11%11%12%

4155815422388449255464370461389460473Answered
55.6549.7964.1053.5869.0440.5655.8152.0054.6653.8155.2652.9555.2454.93Mean

cc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2934176182561131510668818489710Unweighted total
238297454255292398437715180535Weighted total

525683716128014212*171080-24%
22%19%18%28%31%13%20%32%27%13%18%22%20%

cbc

28486319135211103*127625-49%
12%16%14%6%18%14%13%24%13%19%82%16%14%

b

5553954914904237-2510850-74%
23%18%21%15%17%15%23%9%30%42%-%31%20%

a

72110164894113110142-1518275-100%
30%37%36%34%18%45%33%23%18%14%-%19%34%

aab

313049481245582-1062Don't know
13%10%11%18%15%13%11%11%11%12%-%13%12%

207267405204480353396914169473Answered
53.0856.3756.6956.4339.8761.7255.0940.9345.2848.2929.0247.0254.93Mean

aaa
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadc*ba*dc*baSignificance Level: 95%
3511843473732233224917164710Unweighted total
20632153234916720372535Weighted total

2254*9*525*151080-24%
12%36%17%27%1%26%3%30%23%26%10%21%20%

dd

5171511*3232157625-49%
25%18%23%10%17%33%2%16%32%15%44%20%14%

d

7-841185527*1710850-74%
33%-%26%26%35%25%54%31%28%37%10%24%20%

41105122231311918275-100%
18%20%31%36%38%7%24%16%10%15%35%26%34%

ac

221*3321*2-662Don't know
12%26%3%1%10%10%16%7%7%8%-%9%12%

18430142931815618365473Answered
47.4237.7151.8151.4763.0433.8562.9639.2538.4242.4754.2448.5054.93Mean

ac
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*c*baSignificance Level: 95%
49415744525837561711328104710Unweighted total
384550514040263975202982535Weighted total

88971317251574131080-24%
22%17%17%14%33%44%7%14%20%35%15%15%20%

aefiadefijkl

312696274163167625-49%
9%28%12%18%14%5%26%11%21%17%3%7%14%

aegjlagaglag

1031313452819452210850-74%
26%7%25%25%10%12%8%21%25%20%19%27%20%

fhkfhkfhkfghkfghk

16152019991114202123318275-100%
41%34%41%38%23%23%43%37%26%12%42%41%34%

dghdghdghdgh

17229647636862Don't know
2%15%5%5%21%16%16%17%8%17%21%9%12%

ladijljlljl

373847483233223269172374473Answered
58.6954.0259.9958.1343.1039.1259.6062.0348.8242.8966.6760.6754.93Mean

ghdghghghdghdgh
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
147154264145710Unweighted total
132131140131535Weighted total

243822241080-24%
18%29%16%18%20%

abd

221727107625-49%
16%13%19%8%14%

aa

2622293210850-74%
19%16%20%24%20%

5137454818275-100%
39%29%32%36%34%

1017171762Don't know
7%13%12%13%12%

123113123114473Answered
57.7548.3654.2159.2154.93Mean

cc
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Standard Stamped Mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
362230110127160234394336496Unweighted total
111225107129183510371389Weighted total

6710323891351181270-24%
51%60%40%30%29%49%39%49%53%32%33%

abaaa

21326273112798325-49%
20%12%11%25%21%20%17%17%21%21%21%

31622221**1656650-74%
25%10%25%21%17%8%7%6%10%18%17%

ce

*2217141***495075-100%
*%15%9%15%11%6%8%9%4%13%13%

eebe

**4102731116063Don't know
3%4%15%9%21%17%28%19%12%16%16%

be

1111219810215248311326Answered
25.0025.1733.0939.9135.7424.3825.8327.3622.4936.9336.37Mean

eebe
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkji*hgfe*dc*baSignificance Level: 95%
556868305332433603114561935496Unweighted total
182223326342834673213572438389Weighted total

6891031081219125188131270-24%
36%34%41%32%28%28%34%29%36%42%32%32%33%33%

355701035204512*108325-49%
19%20%22%21%30%11%15%29%14%38%21%2%26%21%

6445256715*-8846650-74%
31%20%19%16%16%20%20%22%*%-%14%32%10%17%

acejeeeeeee

1314536257*10565075-100%
4%14%6%14%10%21%6%7%23%2%17%21%16%13%

mfkmkmm

2335656988293563Don't know
10%12%13%17%16%20%25%12%26%18%16%12%15%16%

162020271292225592311482132326Answered
32.6737.0528.8937.0833.6246.2633.2235.5540.4721.8237.3747.3735.0536.37Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
76420168328207531510154104610496Unweighted total
3635410428515057892484254389Weighted total

1611130975014631141921270-24%
44%31%29%34%33%25%73%34%29%25%34%37%33%

a

2812558291721711*518325-49%
5%23%24%20%20%30%19%19%23%8%20%27%21%

b

3642443217*221222*6650-74%
8%18%23%15%14%13%5%24%24%51%6%7%17%

babhb

8431238248-115-115075-100%
21%12%12%13%16%14%-%12%10%-%5%25%13%

a

85613502610*10619*63Don't know
22%16%13%18%17%18%3%11%13%16%35%3%16%

deh

282989123512447882413164326Answered
35.5036.4537.8135.8138.0438.4010.8537.2336.7037.0224.6239.4036.37Mean

bbbb
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
12911325314482496Unweighted total
1098319617372389Weighted total

25336871191270-24%
23%40%35%43%32%33%

cc

1921435778325-49%
17%25%22%31%21%21%

2214311666650-74%
20%16%16%4%18%17%

148292485075-100%
12%10%15%12%13%13%

2982526263Don't know
27%9%13%10%17%16%

ab

807517115311326Answered
39.8632.8036.3131.6636.5936.37Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
96303978488---21588400496Unweighted total
69223975384---22164320389Weighted total

2169373124---2-1191051270-24%
31%31%38%52%32%-%-%-%100%-%45%29%33%33%

144919-83------14698325-49%
20%22%20%-%22%-%-%-%-%-%-%22%21%21%

163911265----2*14516650-74%
23%18%12%39%17%-%-%-%-%100%11%21%16%17%

a

43313-50------4465075-100%
7%15%13%-%13%-%-%-%-%-%-%7%14%13%

c

133218*63-----*135063Don't know
19%15%18%10%16%-%-%-%-%-%43%20%16%16%

56191805321---22151270326Answered
34.7037.9633.7339.7836.32---18.3270.0023.3834.2436.7136.37Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-125831449360167210496429437496Unweighted total
-2*3717360268120167389339337389Weighted total

--*367111984048127991201270-24%
-%-%45%93%83%42%31%36%33%28%33%29%36%33%

bb

---*-3806224348374808325-49%
-%-%-%3%-%17%22%23%20%20%21%22%24%21%

---**4624325346662596650-74%
-%-%-%4%1%26%17%16%21%20%17%18%17%17%

----1247268155048235075-100%
-%-%-%-%15%10%13%10%6%9%13%14%7%13%

aeae

-2*-*16138243763565563Don't know
-%100%55%-%1%5%17%14%20%22%16%16%16%16%

f

--*371630023097130326283282326Answered
--5.007.6620.8636.0437.0832.9232.3636.5736.3738.6730.9336.37Mean

aaaef
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
578152140121----111207496Unweighted total
65910898118----2**165389Weighted total

219423332-----**471270-24%
29%31%38%34%27%-%-%-%-%-%100%100%29%33%

a

-15291524-------348325-49%
-%26%26%15%20%-%-%-%-%-%-%-%21%21%

b

211201716----2--326650-74%
41%19%18%17%14%-%-%-%-%100%-%-%19%17%

21111720-------155075-100%
30%1%10%18%17%-%-%-%-%-%-%-%9%13%

ddd

-1381626-------3763Don't know
-%23%7%16%22%-%-%-%-%-%-%-%22%16%

ccc

6461008292----2**128326Answered
52.4230.6831.7339.6940.27----70.0010.005.0036.2036.37Mean

cdcd
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
349330466809121520495284496Unweighted total
*38923366585104116403673389Weighted total

*12771201922615108241270-24%
52%33%30%33%33%45%25%66%29%25%22%33%33%

-8357714217*1105178325-49%
-%21%23%21%25%46%16%24%4%26%15%23%21%

-665627*27-3101476650-74%
-%17%19%17%11%7%26%-%18%25%38%10%17%

caa

-50-506-9-32195075-100%
-%13%-%14%10%-%9%-%17%6%4%12%13%

b

*6365712*24*5781663Don't know
48%16%27%16%21%2%24%10%32%19%21%22%16%

*3261730946579111332857326Answered
20.0036.3728.6436.7933.6819.7039.2912.2647.7336.1937.6734.6036.37Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 39  (continuation)                                                                                                                                                    Page 873

1st Class large letter stamps (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-884021994316710734218496Unweighted total
-60308144361317583511389Weighted total

-26114499392231061270-24%
-%44%37%34%25%29%34%39%29%53%33%

-1278316282106*8325-49%
-%21%25%22%16%21%26%18%17%2%21%

-94927825211826650-74%
-%15%16%19%24%19%27%18%24%17%17%

--1612114-11-5075-100%
-%-%5%8%3%11%-%2%3%-%13%

cc

-125025122511410363Don't know
-%20%16%17%32%19%13%24%28%28%16%

-4825811924106644258326Answered
-22.6629.1632.0932.8537.4228.6225.6631.4121.5636.37Mean

cc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
10307496185427436349142137-64378180496Unweighted total

2209389142339337432103104-41297138389Weighted total

1941274099120-103930-1792331270-24%
39%45%33%28%29%36%-%30%38%28%-%42%31%24%33%

aba

*5183287480282222-767338325-49%
3%24%21%20%22%24%44%25%21%21%-%17%22%24%21%

*2066286259-71617-956236650-74%
23%9%17%20%18%17%-%21%16%17%-%23%19%17%17%

b

-1150154823-*811--37225075-100%
-%5%13%11%14%7%-%1%8%10%-%-%13%16%13%

baccc

13463315655281924-8452763Don't know
35%16%16%22%16%16%56%24%18%23%-%19%15%19%16%

11753261112832822248480-34252111326Answered
25.0024.9036.3737.6838.6730.9230.0030.9531.8936.07-25.8436.7941.2336.37Mean

baacc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
3169281441284112585148496Unweighted total
3*4619434720279257108389Weighted total

***285115652429341270-24%
10%100%7%27%44%33%30%20%26%51%31%33%

aacd

--*1497957169268325-49%
-%-%4%17%25%23%25%26%17%15%24%21%

2-2-206168218226650-74%
90%-%46%-%10%18%31%30%23%15%20%17%

b

---21235--9265075-100%
-%-%-%27%6%10%-%-%10%3%6%13%

d

--222857372292063Don't know
-%-%43%29%14%16%14%24%24%15%18%16%

3*241662901720704888326Answered
64.0010.0043.3141.6626.2934.1632.9233.4338.4625.7733.7636.37Mean

bbb
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
41977184321143468312487408484431478496Unweighted total
31674143332100358236384308377329373389Weighted total

108186114-36121741271021231101221270-24%
34%25%40%34%-%36%34%31%33%33%33%33%33%33%

6616*75216744881658072808325-49%
21%22%*%22%100%16%21%21%21%21%21%22%22%21%

5611255-23654066536654666650-74%
18%14%12%17%-%23%18%17%17%17%17%16%18%17%

3911342-6443048374840455075-100%
12%15%19%13%-%6%12%13%12%12%13%12%12%13%

c

4617447-185343625059545963Don't know
15%23%29%14%-%18%15%18%16%16%16%16%16%16%

2695710286282305193321258318275313326Answered
35.0742.5435.3635.3925.0032.8435.5736.3435.9135.5836.1435.3035.7636.37Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
209287415235574356646419567496Unweighted total
163227321244166274475213255389Weighted total

5473106514189613223*221270-24%
33%32%33%21%34%27%35%27%42%22%20%41%33%

33507337185410102*108325-49%
20%22%23%11%16%28%20%21%18%19%5%17%21%

27395458847984276650-74%
17%17%17%21%18%13%17%19%16%31%74%13%17%

1932423573761--15075-100%
11%14%13%12%12%11%14%12%2%-%-%2%13%

30334688134010114-1563Don't know
18%15%14%35%19%21%14%21%21%28%-%27%16%

13319327615335223537419240326Answered
35.3337.0836.2242.4036.1433.1536.4739.6023.7435.8242.2721.9236.37Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cba*dc*ba*dc*baSignificance Level: 95%
3012583028821040194719130496Unweighted total
18419121035318519651389Weighted total

8110461527275221270-24%
48%38%51%35%55%43%52%38%44%39%82%44%33%

4-3428*3*31108325-49%
22%-%17%37%19%23%4%19%1%18%17%20%21%

b

212--2-1*1*46650-74%
11%22%8%-%-%5%-%5%1%4%1%9%17%

2-23-7-626-85075-100%
12%-%13%28%-%19%-%32%48%30%-%15%13%

a

112*3311*1-663Don't know
7%39%11%*%25%9%44%6%6%8%-%11%16%

1621712732217517645326Answered
31.5925.4329.5938.5813.2633.449.4642.5747.9541.4215.3532.7136.37Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kjihg*fed*c*baSignificance Level: 95%
202336403543273413642375496Unweighted total
19302248343520255572668389Weighted total

3661210145112538231270-24%
17%19%27%24%30%41%26%45%45%50%32%34%33%

i

594137*7812-2158325-49%
27%31%18%26%21%1%36%32%21%-%7%23%21%

gggggg

254886214-11146650-74%
13%19%20%17%23%17%12%5%8%-%40%20%17%

ddede

4237-9129-585075-100%
23%8%11%15%-%26%7%7%16%-%20%11%13%

hhaehhh

4759964363*863Don't know
20%23%23%18%26%16%19%11%11%50%1%12%16%

dd

15231739252917234932659326Answered
51.3536.9936.7138.8129.8042.0631.5424.3032.9315.0046.3936.1336.37Mean

ee
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
79118197102496Unweighted total
71117101101389Weighted total

153641351270-24%
21%31%41%34%33%

d

182027178325-49%
26%17%27%17%21%

c

12228246650-74%
17%19%8%24%17%

bbb

91612135075-100%
13%14%12%13%13%

1623121263Don't know
22%20%12%12%16%

b

55938889326Answered
40.8637.4230.4738.3336.37Mean

bbb
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*dcbaSignificance Level: 95%
2818166991126223272220346Unweighted total

8714639214347232246Weighted total

341031337124971040-24%
37%53%69%49%35%48%53%40%51%42%42%

2219202*11444725-49%
27%22%8%14%21%17%9%20%19%19%19%

11210151**1353650-74%
8%19%12%16%16%9%6%7%11%15%15%

--185*--*181875-100%
-%-%8%13%5%2%-%-%5%8%7%

e

2**62031113942Don't know
28%6%3%9%22%23%32%33%15%17%17%

bab

5614587211236194205Answered
18.7422.1721.7331.2929.0221.2014.0021.5323.0128.7028.30Mean

e
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
47385820322222538188341521346Unweighted total
14111820321212437176311927246Weighted total

65984611101892142121040-24%
43%47%46%41%31%50%44%48%52%35%46%12%43%42%

336357315532534725-49%
18%30%31%17%34%15%5%15%31%54%6%26%12%19%

ccj

21*322*56--9833650-74%
15%10%2%16%8%2%19%16%-%-%28%41%11%15%

kkkkl

2-116-623--1221875-100%
11%-%4%8%-%28%9%7%-%-%3%10%7%7%

l

2233561653152742Don't know
12%14%17%18%27%6%23%14%17%11%16%11%27%17%

12101516715201932145261720205Answered
31.1718.8321.6229.2723.8536.7932.3927.5217.5117.9727.9243.1026.7128.30Mean

ll
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
4530111323317326870245337346Unweighted total
172296618111625461171193246Weighted total

109323815311-259*5*1040-24%
60%41%35%45%46%45%-%42%52%19%24%10%42%

ab

14615311933115*324725-49%
6%20%23%17%16%12%80%18%27%6%18%68%19%

b

33311251221142-5*3650-74%
15%15%17%14%10%7%14%23%10%-%29%17%15%

hh

-18711104-4----1875-100%
-%8%11%6%9%15%-%7%-%-%-%-%7%

339933225*6215*42Don't know
19%17%14%18%19%21%6%10%10%75%29%5%17%

e

1419057148942045415*133205Answered
17.3029.1232.4926.7028.1232.1435.4928.4919.9615.6829.5234.2128.30Mean

b
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
88731855341346Unweighted total
69461324242246Weighted total

272552-1041040-24%
40%55%39%-%43%42%

a

118282454725-49%
15%18%21%48%18%19%

74252343650-74%
11%9%19%52%14%15%

b

6310-181875-100%
9%6%7%-%7%7%

18618-4242Don't know
26%13%14%-%17%17%

ab

51401134201205Answered
27.4623.2230.4840.2428.0628.30Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
771967312334--122765269346Unweighted total
49133656241--*22243197246Weighted total

1564252101---*2*13891040-24%
30%49%38%42%42%-%-%-%11%100%19%29%45%42%

cbb

112016244---2-18364725-49%
22%15%25%42%18%-%-%-%89%-%36%19%18%19%

10205*35--*--*10253650-74%
21%15%8%8%15%-%-%100%-%-%15%23%13%15%

aa

469-18------4141875-100%
8%4%13%-%7%-%-%-%-%-%-%9%7%7%

b

92210*41-----*93242Don't know
19%17%16%8%17%-%-%-%-%-%30%21%16%17%

40110545199--*22135165205Answered
32.5824.3433.1823.1428.44--50.0027.2010.0031.8734.0627.2628.30Mean

bb
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--38524306249111149346296313346Unweighted total
--*741222216778108246210221246Weighted total

--*14791733841104841021040-24%
-%-%12%17%98%59%41%44%48%38%42%40%46%42%

---4-4393513204745434725-49%
-%-%-%48%-%32%18%21%16%18%19%21%20%19%

---2--34199223627313650-74%
-%-%-%29%-%-%15%12%12%20%15%13%14%15%

f

---*--181126181691875-100%
-%-%-%7%-%-%8%7%2%6%7%8%4%7%

ee

--*-*14028171942383542Don't know
-%-%88%-%2%9%18%17%21%17%17%18%16%17%

--*74111821396189205172186205Answered
--10.0038.127.2114.9029.2126.4022.5929.0628.3028.6824.6628.30Mean

e
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
16210393871-1-313141346Unweighted total
148656270*-*-422100246Weighted total

-22322228----2-*391040-24%
-%46%49%35%40%-%-%-%-%51%-%5%39%42%

-6131117------2184725-49%
-%13%20%17%24%-%-%-%-%-%-%95%18%19%

1391211*-*-22-183650-74%
100%6%14%19%16%100%-%100%-%49%100%-%18%15%

d

-3438-------61875-100%
-%6%6%5%11%-%-%-%-%-%-%-%6%7%

-148156-------1942Don't know
-%29%12%24%8%-%-%-%-%-%-%-%19%17%

acac

134584764*-*-42281205Answered
50.0022.0825.0529.4133.3350.00-50.00-29.5350.0028.8328.5128.30Mean

d
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
43422532157884519393254346Unweighted total
12452022634767118272636246Weighted total

*1047972022014105211040-24%
10%42%35%43%59%25%29%62%24%37%20%59%42%

abc

-472453215-48434725-49%
-%19%9%20%9%24%23%-%25%31%14%9%19%

ca

-366306312*23983650-74%
-%15%29%13%19%49%18%25%11%11%34%21%15%

c

*18*18--6-22211875-100%
48%7%2%8%-%-%9%-%11%7%6%2%7%

c

*415375*14*547342Don't know
42%17%24%16%14%2%21%13%30%14%25%9%17%

a

12041518929753113231933205Answered
81.9628.1529.2428.2321.5332.9132.7322.6333.4329.1837.5022.4928.30Mean

c
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-61297134421076644016346Unweighted total
-432049238693553611246Weighted total

-15954110321171031040-24%
-%36%47%44%26%46%20%32%29%25%42%

b

-104217812-10624725-49%
-%22%21%19%20%17%-%19%17%19%19%

-72781111213943650-74%
-%15%13%9%29%15%52%25%26%33%15%

-49324-6221875-100%
-%10%5%4%4%6%-%11%5%21%7%

-73022811188*42Don't know
-%17%15%24%21%15%28%14%23%2%17%

b

-361736930592472711205Answered
-28.8324.6321.8234.1726.4140.0035.8632.0445.3428.30Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
834626512729331313811692-52277114346Unweighted total
1246175832092212268159-3219082246Weighted total

*104803184102-53321-1175301040-24%
18%42%46%37%40%46%-%21%41%36%-%36%39%36%42%

c

*4741184543-81612-844164725-49%
16%19%24%21%21%20%-%33%20%21%-%26%23%20%19%

-3614132731-31410-22493650-74%
-%15%8%16%13%14%-%11%17%17%-%7%12%11%15%

a

-1866169-464-41681875-100%
-%7%3%7%8%4%-%15%8%6%-%13%8%10%7%

a

14235153735251212-6321842Don't know
65%17%20%18%18%16%100%21%15%20%-%18%17%22%17%

*20514068172186-206947-2615864205Answered
18.7628.3022.0729.2828.7324.66-36.4229.2028.28-29.0729.2130.5428.30Mean

a
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
424103092392030849282346Unweighted total
31282161601220526246246Weighted total

1**39372441822231040-24%
30%38%2%38%43%45%30%21%35%35%50%42%

bd

2-*24439671016104725-49%
70%-%12%22%21%24%51%34%20%26%23%19%

--2-3015-3101133650-74%
-%-%86%-%14%9%-%14%20%17%7%15%

aa

-*-*177224621875-100%
-%62%-%6%8%4%15%9%7%10%4%7%

---33228*498742Don't know
-%-%-%35%15%17%4%22%18%12%16%17%

31261841321215435538205Answered
23.9461.0346.2427.7528.3223.2029.3735.3230.9531.8720.9828.30Mean

aaa
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2905611302-95324223341296332301332346Unweighted total
200479215-59225153241206231210231246Weighted total

9014693-281006910491102931021040-24%
45%31%64%43%-%48%44%45%43%44%44%44%44%42%

407243-9452446384439444725-49%
20%14%20%20%-%15%20%15%19%18%19%19%19%19%

2511132-8321833273531353650-74%
13%23%7%15%-%14%14%12%14%13%15%15%15%15%

b

126*13-2151118151311131875-100%
6%12%3%6%-%4%7%7%7%7%5%5%5%7%

339*34-113232413537343742Don't know
16%20%5%16%-%20%14%21%17%17%16%16%16%17%

b

167378181-47193121200172194176194205Answered
26.5836.0218.6027.40-21.8627.3626.4627.9427.6026.2726.2126.2728.30Mean

b
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
154192297113769230465713457346Unweighted total
11513120410335116629498151246Weighted total

406491211246910162*121040-24%
35%48%45%21%33%47%42%36%32%26%48%23%42%

b

262140*7731983*104725-49%
23%16%20%3%20%14%19%30%15%32%52%19%19%

c

162025476273132-153650-74%
14%15%12%37%22%12%16%11%27%20%-%30%15%

810122421326--61875-100%
7%8%6%19%12%4%8%8%12%-%-%12%7%

251736241126472-842Don't know
22%13%18%21%13%22%16%14%13%22%-%17%17%

a

901151688294014025437142205Answered
29.5627.3126.4151.0633.1723.3129.3930.1637.4227.3224.1540.0128.30Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adc*b*a*dc*baSignificance Level: 95%
18742253943151915341194346Unweighted total

8414914163428136246Weighted total

4185611*424*181040-24%
56%28%60%48%40%70%13%89%74%57%48%51%42%

d

2*31341**2*64725-49%
22%8%22%14%21%23%36%10%4%21%46%18%19%

*-113*1-*1*33650-74%
4%-%10%12%18%*%36%-%2%15%6%8%15%

c

11-21------51875-100%
17%28%-%23%10%-%-%-%-%-%-%13%7%

cc

*11*21***1-442Don't know
1%36%8%2%12%7%14%1%19%7%-%10%17%

8213912153427132205Answered
31.4345.1322.3237.3733.4214.8835.7512.0912.2721.1720.3830.4928.30Mean

c
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*ihg*f*ed*c*baSignificance Level: 95%
17172818363120229641047346Unweighted total
11192119312014183771239246Weighted total

68788105919-3211040-24%
57%44%33%40%26%48%34%50%52%-%29%54%42%

hh

*664915462*44725-49%
1%33%29%20%30%4%32%22%17%25%4%10%19%

ag

416*421132573650-74%
42%7%27%1%14%8%7%6%8%25%45%17%15%

--1424--5-2-1875-100%
-%-%4%22%7%20%-%-%12%-%20%-%7%

aa

*323744443*842Don't know
1%17%7%17%23%20%27%21%10%50%2%20%17%

11161916241611143331131205Answered
31.9523.2929.9035.8331.3530.2020.4117.9929.7047.5042.5119.8128.30Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
628513861346Unweighted total
50706957246Weighted total

212633241040-24%
42%36%48%42%42%

12141564725-49%
24%20%22%10%19%

a

1165143650-74%
23%9%7%24%15%

bcbc

110521875-100%
1%15%7%4%7%

abd

514111142Don't know
10%21%17%20%17%

45565846205Answered
28.1132.3125.1827.5328.30Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cb*aedcbaSignificance Level: 95%
40142138919237579894286Unweighted total

8411301121461196117Weighted total

4*242512317220-24%
51%5%19%12%18%25%21%30%25%18%19%

b

213743*12202425-49%
22%12%24%23%35%15%11%16%16%21%20%

*113221*1111450-74%
2%27%12%10%16%10%23%5%8%12%12%

bce

1131538125394775-100%
15%13%32%51%31%38%31%30%44%40%40%

e

1211-3111811Don't know
9%44%12%4%-%12%14%19%8%9%9%

b

7310291118351087106Answered
31.5353.5951.7264.2748.6354.8656.1950.6256.3158.0057.45Mean

e
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
343749166172015348838719286Unweighted total

761193875205517916117Weighted total

3121611322*224220-24%
43%20%18%17%7%14%63%8%36%6%10%23%23%19%

cfjkl

1*12122*4*33332425-49%
18%5%12%22%27%33%2%22%2%58%18%32%17%20%

ll

13371***-22-11450-74%
19%44%26%7%15%6%3%1%-%32%12%-%8%12%

fjcfjmfj

11341331133*8274775-100%
18%22%24%45%45%44%28%62%57%3%48%23%46%40%

klmklmklm

*128***1**22111Don't know
1%9%19%8%6%2%4%7%5%2%14%22%7%9%

jm

76985775195515715106Answered
36.3152.2253.2659.8464.8860.1039.1173.0455.3537.0963.2246.8959.4757.45Mean

mmmklmm
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
442428620010047852306376286Unweighted total
17992690442821614281117Weighted total

5176166425122*220-24%
30%17%24%18%14%16%85%29%8%73%20%25%19%

adh

717519125*5*-1-2425-49%
39%17%19%21%26%19%2%32%3%-%15%-%20%

addd

11231063-21-111450-74%
8%12%12%11%13%9%-%15%8%-%16%50%12%

14510371512*311*4*4775-100%
8%45%37%41%35%44%6%19%80%14%48%14%40%

bebeghe

282954*1****11Don't know
14%8%8%10%12%12%7%5%2%14%2%10%9%

15912482392521514281106Answered
30.7661.8256.0457.8756.1959.1211.6940.5587.1717.8362.6349.1357.45Mean

beee
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
97801084282286Unweighted total
3935402114117Weighted total

589220220-24%
14%22%23%97%18%19%

896-242425-49%
21%27%15%-%21%20%

a

454-141450-74%
11%15%10%-%12%12%

181216*464775-100%
46%35%40%3%41%40%

415-1111Don't know
9%1%12%-%9%9%

bb

3635352104106Answered
62.5353.6556.089.4858.4457.45Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
1491241317269--2-213132137286Unweighted total

485994112--*-*44468117Weighted total

1192220--*--2911220-24%
23%15%25%52%18%-%-%100%-%-%52%20%16%19%

1013-*23----**10132425-49%
21%23%-%5%21%-%-%-%-%58%1%23%20%20%

49*113----*13101450-74%
8%16%1%21%11%-%-%-%-%42%21%7%14%12%

c

18227*46-----*18284775-100%
38%37%70%6%41%-%-%-%-%-%7%41%41%40%

55*110-----14611Don't know
10%9%4%16%9%-%-%-%-%-%18%9%9%9%

435494102--*-*34063106Answered
55.4256.2774.1029.5358.45--14.30-35.4730.7057.8158.8657.45Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-1291736221233135153286240272286Unweighted total
-**25129894475911795109117Weighted total

-**1*2182169221520220-24%
-%100%50%72%6%18%19%22%13%16%19%16%18%19%

e

---*2318181192421242425-49%
-%-%-%17%45%25%19%19%24%16%20%22%22%20%

----131012861411131450-74%
-%-%-%-%31%22%10%13%17%10%12%11%12%12%

a

--**12433617264739424775-100%
-%-%50%11%17%20%44%38%37%45%40%41%38%40%

b

----*2984811101011Don't know
-%-%-%-%2%15%9%8%8%13%9%10%9%9%

-**2510908743511068598106Answered
-1.0060.0026.5350.6146.8959.6054.6458.9762.1657.4559.8856.2757.45Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
31437444221-1--22148286Unweighted total
161261513*-*--*256117Weighted total

-11731*-*--**9220-24%
-%19%27%17%9%100%-%100%-%-%52%12%16%19%

-8744-----*282425-49%
-%14%26%29%30%-%-%-%-%-%48%88%13%20%

dd

*833*-------61450-74%
60%13%10%17%2%-%-%-%-%-%-%-%11%12%

*29837-------264775-100%
40%48%30%18%49%-%-%-%-%-%-%-%46%40%

bc

-5231-------811Don't know
-%7%7%19%10%-%-%-%-%-%-%-%13%9%

cd

157241212*-*--*249106Answered
60.9063.6446.1147.2560.8010.00-10.00--17.2528.7863.8557.45Mean

bc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edc*baSignificance Level: 95%
42822626073574231492744286Unweighted total
31141110624*33*14191016117Weighted total

1212203-7*3123220-24%
25%19%17%19%12%-%20%43%26%7%15%20%19%

c

-243213*6-24212425-49%
-%21%26%20%13%29%18%-%12%23%19%9%20%

-141132*4-12131450-74%
-%12%5%12%8%12%13%-%10%8%6%16%12%

24544212*14-78654775-100%
70%39%42%40%50%59%43%-%52%42%59%33%40%

*11194-2*-4*311Don't know
5%9%11%9%17%-%6%57%-%20%1%22%9%

add

310399619*31*14151012106Answered
79.1456.9258.9157.3166.7967.6659.2110.0064.6463.4068.0453.2957.45Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-75258106301239572918286Unweighted total
-16105431147424109117Weighted total

-1206181713220-24%
-%8%19%14%11%17%16%29%15%38%19%

c

-224954*8512425-49%
-%15%23%20%43%9%12%31%48%15%20%

a

-5125*6-2*11450-74%
-%35%12%12%*%13%-%9%1%17%12%

abb

-3391542227324775-100%
-%18%37%36%37%46%53%29%26%28%40%

cc

-410817111*11Don't know
-%24%9%18%9%14%18%3%10%2%9%

bb

-129535104132398106Answered
-55.0155.2559.1054.3564.1673.4645.9045.3646.7257.45Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 41  (continuation)                                                                                                                                                    Page 906

Franked/metered mail 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
8194286139238272346118102-6222491286Unweighted total
2811175393109*164340-158935117Weighted total

*192291520-275-3155220-24%
7%23%19%16%16%18%-%16%16%14%-%18%16%14%19%

-242471924*439-21962425-49%
-%29%20%13%20%22%52%26%8%22%-%13%21%17%20%

acbb

*131461013-364-41041450-74%
3%16%12%11%11%12%-%22%13%11%-%29%12%11%12%

ab

*1547243942*42216-236134775-100%
2%18%40%45%42%38%48%23%51%40%-%14%41%38%40%

bcccc

2101171010-255-49711Don't know
88%13%9%14%10%9%-%14%12%13%-%27%10%21%9%

bb

*70106468398*133834-118028106Answered
28.2941.2857.4563.1560.5556.2759.6048.5867.2359.72-47.3059.4562.8957.45Mean

bccc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1151317826136327574123286Unweighted total
*12472107118222845117Weighted total

--**192022476220-24%
-%-%12%6%26%19%21%26%17%26%14%19%

a

--*12219323572425-49%
-%-%3%41%30%18%26%27%13%18%16%20%

a

*1**1112425561450-74%
100%100%3%3%16%12%35%25%21%18%12%12%

a

--2211441166204775-100%
-%-%82%44%15%42%12%18%26%21%45%40%

bbcde

---*9111*54611Don't know
-%-%-%7%12%10%7%3%22%16%12%9%

de

*1236396108172439106Answered
50.0050.0071.3658.9338.6358.8641.4841.0954.5545.3763.4957.45Mean

bbde
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
244423246-110277182283245283265280286Unweighted total

9719*98-351127211393114106112117Weighted total

203*21-621172215221722220-24%
20%13%22%22%-%17%19%24%19%17%19%16%20%19%

204*18-6231324182323232425-49%
20%21%55%18%-%17%21%18%21%20%20%22%21%20%

113-11-814814111413131450-74%
11%15%-%12%-%22%12%11%12%12%12%13%12%12%

ab

416*40-11442645394543454775-100%
42%29%22%40%-%31%39%36%40%42%39%40%40%40%

64-8-5118991110911Don't know
6%22%-%8%-%13%9%11%8%10%9%9%8%9%

b

9115*90-30102641048410496103106Answered
57.8555.0740.6557.08-54.8856.8454.9356.9659.9757.0458.8757.0957.45Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
115171240162770177385313357286Unweighted total

377997613326519226126117Weighted total

8141912813171-7220-24%
22%17%19%13%19%24%20%7%32%9%-%29%19%

a

5181824119453*62425-49%
15%23%19%27%30%33%14%18%22%50%41%25%20%

b

5912-24822*-21450-74%
12%11%12%-%15%12%12%10%9%1%-%8%12%

172940348281172*84775-100%
47%37%41%49%28%24%43%57%30%38%59%33%40%

cc

199112711*-111Don't know
3%12%9%11%8%7%11%7%6%2%-%6%9%

b

367088512305818216124106Answered
59.6656.3358.1566.5347.1645.2259.0672.4247.4656.0169.1749.5957.45Mean

cbc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adc*badc*baSignificance Level: 95%
13651283862195032602199286Unweighted total

5*102713310712320117Weighted total

**1*1111*1*2220-24%
6%42%9%14%18%5%17%6%6%8%11%8%19%

c

*-31312122152425-49%
1%-%31%30%45%6%51%9%22%21%41%25%20%

ac

**2112-222*41450-74%
8%14%19%29%20%19%-%18%22%15%2%19%12%

3*41181545184775-100%
63%43%42%22%15%62%31%55%49%47%46%41%40%

dd

1--**1*1*1-111Don't know
22%-%-%4%1%9%2%12%1%10%-%6%9%

4*10271239710318106Answered
83.5354.5961.2350.5343.5278.2750.1474.6065.3366.9359.9362.2957.45Mean

dd
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
198281415267111022945286Unweighted total

55815111346203621117Weighted total

211364122-11220-24%
30%30%10%20%52%30%13%37%8%-%10%5%19%

*-34*21-52-62425-49%
3%-%36%25%4%18%24%-%25%50%-%31%20%

11**21*-4-131450-74%
12%14%3%3%21%9%7%-%20%-%16%13%12%

33172513822104775-100%
52%55%17%48%16%39%31%49%41%50%37%48%40%

**311*111-2111Don't know
2%2%34%4%7%3%24%15%6%-%37%3%9%

54514101335193420106Answered
64.1258.4841.9358.2437.1350.5551.5556.7362.1565.0070.2666.4757.45Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
555512056286Unweighted total
17383030117Weighted total

41342220-24%
21%33%14%5%19%

aab

36682425-49%
17%17%20%27%20%

14441450-74%
8%10%14%12%12%

61412144775-100%
37%36%41%46%40%

323311Don't know
16%5%11%9%9%

14372728106Answered
54.6349.7259.8666.8157.45Mean

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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cb*aedcbaSignificance Level: 95%
411219381416237497699261Unweighted total
1041130171946999117Weighted total

-**742**113160-24%
-%6%3%25%21%12%8%8%16%14%13%

e

*-*1-1**1*225-49%
1%-%2%2%-%6%11%1%7%*%1%

aaca

221943111262950-74%
16%39%9%31%26%19%16%24%17%26%25%

8*81199235495875-100%
76%10%72%38%53%49%50%45%51%50%50%

b

1211-31111012Don't know
8%46%14%4%-%14%15%22%9%10%11%

ab

92929171634889105Answered
86.5357.4480.9262.8166.8467.3370.4070.4664.3471.1170.54Mean

b
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
423440145161819268924718261Unweighted total

981090976165717913117Weighted total

111121**41-4*2160-24%
14%15%8%14%13%2%3%23%18%-%23%3%15%13%

***1***---*--225-49%
1%1%5%1%1%7%3%-%-%-%1%-%-%1%

3232131*4*35332950-74%
36%27%28%24%33%9%6%23%2%37%29%33%23%25%

444463557446475875-100%
47%51%39%51%29%79%85%45%75%62%34%43%53%50%

*12102**1**22112Don't know
2%7%20%11%24%3%3%9%5%2%14%22%8%11%

m

98880776155714712105Answered
66.5369.0865.5371.6263.7079.0185.3665.8982.2373.6363.7579.3971.6770.54Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fe*d*cb*aSignificance Level: 95%
42219841779940545256356261Unweighted total
20972790492612092101117Weighted total

11531339*2**1-160-24%
5%15%10%14%7%34%46%8%3%2%14%-%13%

beh

11*111-*-**-225-49%
3%1%2%1%1%3%-%*%-%3%2%-%1%

722822154*52-212950-74%
37%23%29%24%31%16%9%25%25%-%22%54%25%

a

9491444229*13626*5875-100%
44%51%52%49%46%34%18%63%67%80%62%35%50%

gg

21021174*1****12Don't know
11%10%7%12%15%14%27%3%4%15%1%11%11%

be

188725804222*1992101105Answered
77.6969.0671.1370.3575.1649.1333.7575.9284.8089.1175.3864.1170.54Mean

ggg
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
9271973258261Unweighted total
323548*117117Weighted total

556-16160-24%
15%14%12%-%13%13%

*1*-2225-49%
1%3%1%-%1%1%

10118-292950-74%
30%32%17%-%25%25%

aa

141727*585875-100%
42%50%56%100%49%50%

317-1212Don't know
11%1%14%-%11%11%

bb

293442*104105Answered
65.3768.0176.2077.6970.5270.54Mean

c
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
1271211320241--2-315107134261Unweighted total

466476111--*-*64071117Weighted total

493115--*--*312160-24%
8%14%39%8%14%-%-%30%-%-%7%8%17%13%

11-*1-----**1225-49%
1%2%-%4%1%-%-%-%-%-%4%1%2%1%

1019*129----*19192950-74%
22%30%2%10%26%-%-%-%-%35%9%24%27%25%

27274454--*-*423315875-100%
58%43%53%68%48%-%-%70%-%65%68%57%44%50%

ba

57*112-----14812Don't know
11%11%7%10%11%-%-%-%-%-%12%11%11%11%

42577699--*-*53663105Answered
75.4668.3658.1278.6970.06--56.30-68.7880.8374.9467.3070.54Mean
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-22121939187222128127261205252261Unweighted total
-2*46139297505411786114117Weighted total

-*--11141439161015160-24%
-%6%-%-%8%7%15%15%6%17%13%12%13%13%

eeee

----**1211212225-49%
-%-%-%-%4%1%1%2%2%3%1%2%1%1%

---*35212316122924292950-74%
-%-%-%7%51%39%23%24%32%21%25%28%26%25%

a

-2*425455025245841565875-100%
-%94%100%93%36%40%49%51%50%45%50%47%49%50%

----*21186812101212Don't know
-%-%-%-%1%14%12%8%11%14%11%11%11%11%

-2*46128189444710577102105Answered
-94.2093.6391.3967.6169.9869.3069.1374.5266.6070.5469.5170.2570.54Mean

d
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
11196949231-1--14121261Unweighted total
*48262716*-*--*252117Weighted total

-9114-------9160-24%
-%19%6%4%27%-%-%-%-%-%-%-%18%13%

bc

-*1**-------1225-49%
-%*%4%1%1%-%-%-%-%-%-%-%3%1%

*15464------2102950-74%
100%31%16%23%26%-%-%-%-%-%-%82%19%25%

c

-2018164*-*--**245875-100%
-%41%68%61%26%100%-%100%-%-%100%18%46%50%

dd

-5233-------812Don't know
-%10%7%11%20%-%-%-%-%-%-%-%15%11%

*43252413*-*--*245105Answered
50.0062.8578.1883.2958.3990.00-90.00--75.0072.7266.2570.54Mean

dd
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dc*baSignificance Level: 95%
32582223960561326422234261Unweighted total
1116811026324*7161218117Weighted total

-16*158*1-*324160-24%
-%13%6%14%32%3%4%-%2%19%20%20%13%

a

-2*21-*-****225-49%
-%1%1%1%4%-%2%-%3%1%4%3%1%

-293263*8-24232950-74%
-%25%39%24%13%1%34%-%33%24%18%17%25%

c

1573559312*45785875-100%
83%49%38%50%36%95%51%55%60%31%58%42%50%

*121114-2**4*312Don't know
17%11%16%10%15%-%8%45%1%24%1%18%11%

110469822322*7121215105Answered
80.0070.4872.2770.4355.5995.3673.4390.0073.9760.0369.8465.4770.54Mean

c
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*ba*b*aSignificance Level: 95%
-6524584251028422414261Unweighted total
-18111361144319117117Weighted total

-1155*9*1**160-24%
-%7%14%13%3%21%9%5%3%4%13%

-121*1-**-225-49%
-%7%1%4%1%3%-%1%1%-%1%

b

-728847*9432950-74%
-%38%25%22%40%17%19%47%41%39%25%

ab

-3551251918545875-100%
-%17%49%35%48%44%43%44%46%55%50%

acc

-512917111*12Don't know
-%31%10%26%8%15%28%4%10%3%11%

bb

-12100271037218106105Answered
-58.2370.2860.3579.9463.0170.6772.8679.8771.5070.54Mean

ac

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 42  (continuation)                                                                                                                                                    Page 922

Franked/metered mail 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
726119411420325224010478-5219665261Unweighted total
2117824884114*154132-158225117Weighted total

*161571015*195-1103160-24%
10%13%18%16%12%13%28%7%23%17%-%6%12%11%13%

c

-22112-*11-111225-49%
-%1%2%3%2%1%-%2%3%4%-%7%2%2%1%

-2928102229-679-52262950-74%
-%25%35%20%26%26%-%38%17%28%-%35%27%26%25%

bb

-5825214156*51812-44085875-100%
-%50%31%45%48%49%72%38%44%36%-%26%48%31%50%

aac

2121281012-255-49712Don't know
90%11%15%16%12%11%-%15%12%16%-%26%11%29%11%

bb

*105704074102*123627-117318105Answered
3.4670.5458.0567.3169.6370.2555.2865.3062.9261.57-62.1169.4759.5170.54Mean

aa
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abae*dcbaSignificance Level: 95%
115152401803528668990261Unweighted total
*12410677128203439117Weighted total

--21131511348160-24%
-%-%82%12%12%20%6%12%16%10%21%13%

bbe

----2211111225-49%
-%-%-%-%2%2%9%13%4%4%4%1%

*1*12625426792950-74%
100%100%3%32%25%33%32%20%30%20%24%25%

--*2552454518145875-100%
-%-%16%50%52%32%46%53%24%52%37%50%

acac

---*11101*55612Don't know
-%-%-%5%10%13%7%3%26%13%14%11%

be

*1249567118153033105Answered
50.0050.0022.8975.8271.9958.2664.5261.7353.1070.5759.7770.54Mean

aac
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
220413221-86253154257215259238257261Unweighted total

9622*99-321156611491117107115117Weighted total

151-13-515101614161516160-24%
15%4%-%13%-%15%13%15%14%15%13%14%14%13%

2*-2-12122222225-49%
2%*%-%2%-%5%1%2%1%2%1%2%1%1%

246-25-10291429222929292950-74%
25%27%-%25%-%31%25%22%26%25%25%27%25%25%

4810*49-11573256425851585875-100%
50%48%100%50%-%34%49%49%49%46%50%48%50%50%

cc

84-10-5128111112101112Don't know
9%20%-%10%-%15%11%12%9%12%11%9%9%11%

b

8717*89-27103581038010497104105Answered
68.6779.9879.5271.34-58.8770.5566.6370.0168.1470.5769.1070.5470.54Mean

bc
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
9616522413227515927419142261Unweighted total
3979101313376911184*19117Weighted total

61014*121221*-1160-24%
14%13%14%6%9%4%17%19%6%3%-%6%13%

c

112--*1***-*225-49%
1%1%2%-%-%1%2%1%*%1%-%*%1%

10202424915573-82950-74%
25%25%24%46%28%24%22%48%37%74%-%42%25%

203850172531291*95875-100%
52%49%50%30%55%66%46%20%49%19%100%45%50%

b

3911112911*-112Don't know
8%12%11%18%9%5%13%12%7%3%-%7%11%

366990312356010164*18105Answered
72.4069.5870.3669.6572.0978.5768.3155.5673.2070.2075.0073.0470.54Mean

b
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adc*ba*dc*baSignificance Level: 95%
9639234633203125421777261Unweighted total
4182872657317117Weighted total

1*1**3*11113160-24%
23%7%18%22%3%40%4%22%22%17%41%18%13%

dd

*-*--*-***-*225-49%
3%-%3%-%-%5%-%6%5%5%-%2%1%

*-31422234162950-74%
12%-%38%45%58%33%66%39%59%49%40%39%25%

c

11313*1111165875-100%
34%93%41%28%37%7%28%12%13%14%19%33%50%

acc

1--**1*1*1-112Don't know
29%-%-%5%1%16%2%20%1%15%-%8%11%

dd

3182862456315105Answered
59.0489.3459.4956.2670.1834.0970.2244.3450.5952.0143.6559.3870.54Mean

c
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
131027161722998111145261Unweighted total

36121513975182820117Weighted total

-3*3*1223-21160-24%
-%42%2%22%1%6%23%33%16%-%23%4%13%

a

--*-**--*--*225-49%
-%-%1%-%4%5%-%-%2%-%-%1%1%

11*2231-721102950-74%
55%10%3%15%16%30%15%-%38%100%12%47%25%

139995327-295875-100%
41%46%73%59%72%55%48%47%37%-%19%44%50%

**311*111-4112Don't know
4%1%22%4%7%4%15%19%7%-%47%3%11%

3691412964172519105Answered
72.4456.8588.3566.2681.3675.3670.9658.8161.9070.0044.9475.8670.54Mean

d
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
50559957261Unweighted total
20373030117Weighted total

3463160-24%
13%11%21%9%13%

*1**225-49%
*%3%1%1%1%

278122950-74%
12%19%26%40%25%

dcd

122312105875-100%
61%63%41%34%50%

abab

323512Don't know
13%5%11%15%11%

18352726105Answered
75.5573.7063.5870.0370.54Mean

b
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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 for letters and large
letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1131052024141737Unweighted total
**2662*111921Weighted total

**2211**1780-24%
100%100%91%33%21%41%54%9%51%37%37%

---1-*--*2225-49%
-%-%-%10%-%11%-%-%18%10%10%

---3-**--3450-74%
-%-%-%52%-%6%46%-%-%18%17%

--**2*--*4475-100%
-%-%9%4%32%17%-%-%27%20%20%

----31-1*33Don't know
-%-%-%-%47%25%-%91%4%15%16%

**2632**11618Answered
5.001.0013.2441.7567.7434.6430.4520.0036.1244.0743.13Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 43                                                                                                                                                                    Page 930

PPI - PPI 1st Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
337246233--43337Unweighted total
*12184213--22321Weighted total

**161-12--2**80-24%
100%6%69%34%21%-%96%59%-%-%95%7%5%37%

-1*1---1---*-225-49%
-%94%5%7%-%-%-%37%-%-%-%7%-%10%

--*31--*----2450-74%
-%-%24%17%25%-%-%5%-%-%-%-%61%17%

--*4*2-----2-475-100%
-%-%2%23%8%92%-%-%-%-%-%85%-%20%

---32**---*-13Don't know
-%-%-%19%46%8%4%-%-%-%5%-%34%16%

*12142213--22218Answered
2.8632.1620.6947.6038.69100.0018.9214.93--9.6487.5864.8843.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3341423162-143-2-37Unweighted total
120101173-101-*-21Weighted total

*8443--41-*-80-24%
6%38%40%34%43%-%-%39%85%-%74%-%37%

-2*2*1-1----225-49%
-%10%5%15%7%36%-%6%-%-%-%-%10%

*33122--*---450-74%
69%15%25%10%23%64%-%-%15%-%-%-%17%

-422*--4--*-475-100%
-%21%19%20%3%-%-%38%-%-%26%-%20%

*3122--2----3Don't know
24%16%11%21%24%-%-%17%-%-%-%-%16%

1179953-81-*-18Answered
47.4442.9945.6040.5626.9153.78-53.1611.13-33.72-43.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
20611-3737Unweighted total

8310-2121Weighted total

224-880-24%
26%73%37%-%37%37%

1-1-2225-49%
13%-%11%-%10%10%

1*2-4450-74%
14%19%19%-%17%17%

2*2-4475-100%
23%4%21%-%20%20%

2*1-33Don't know
24%4%12%-%16%16%

639-1818Answered
48.0921.7445.63-43.1343.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
26749281-1--7171137Unweighted total
1155318*-*--381021Weighted total

52116*----13380-24%
41%40%24%43%36%100%-%-%-%-%42%40%32%37%

11-12--*--**1225-49%
9%20%-%20%8%-%-%100%-%-%18%5%11%10%

12*13-----1*2450-74%
11%36%11%36%14%-%-%-%-%-%39%2%24%17%

2-2*4-----*22475-100%
20%-%42%2%23%-%-%-%-%-%2%27%19%20%

2*1-3------213Don't know
19%3%24%-%19%-%-%-%-%-%-%26%13%16%

953315*-*--36818Answered
39.0433.4868.1428.4746.1210.00-49.00--28.5744.1747.5443.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*dcb*aSignificance Level: 95%
1132142529182237332837Unweighted total
**122*151351021181421Weighted total

*-*2-*651486680-24%
100%-%4%88%-%12%38%38%19%37%37%33%43%37%

-*----21*1222225-49%
-%100%-%-%-%-%13%4%8%8%10%12%15%10%

--1---3333433450-74%
-%-%91%-%-%-%16%24%56%31%17%14%24%17%

---*-*42*244*475-100%
-%-%-%12%-%34%24%16%7%20%20%23%2%20%

--*-2*121*3323Don't know
-%-%5%-%100%55%9%18%10%4%16%19%15%16%

**12-*141151018151218Answered
10.0049.0048.1419.79-79.5945.6441.7351.1947.1543.1346.1029.8343.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1510751-1--111937Unweighted total
-5745*-*--*1921Weighted total

-23*3*-*--*1380-24%
-%38%43%4%57%100%-%100%-%-%100%100%28%37%

-11*--------1225-49%
-%13%20%4%-%-%-%-%-%-%-%-%9%10%

-2*-1-------3450-74%
-%43%7%-%21%-%-%-%-%-%-%-%35%17%

-*22--------2475-100%
-%1%27%50%-%-%-%-%-%-%-%-%23%20%

-**21-------*3Don't know
-%6%2%43%21%-%-%-%-%-%-%-%5%16%

-4734*-*--*1818Answered
-39.3139.8488.3723.4610.00-10.00--5.005.0052.8743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
1363344315-1253237Unweighted total
*21*214*6-522*21Weighted total

*8*82*2-12-*80-24%
100%37%66%36%43%66%31%-%26%100%-%15%37%

-2-2--1-1---225-49%
-%10%-%10%-%-%14%-%14%-%-%-%10%

-4-42-1-1-2-450-74%
-%17%-%17%51%-%19%-%22%-%92%-%17%

-4*4-*2-2---475-100%
-%20%34%20%-%34%34%-%38%-%-%-%20%

-3-3*-*---**3Don't know
-%16%-%16%7%-%3%-%-%-%8%85%16%

*18*174*6-522*18Answered
10.0043.3738.7343.2142.1738.7351.04-55.268.8570.0020.0043.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-112518517293737Unweighted total
-613637141421Weighted total

-26122*3*380-24%
-%36%45%11%52%29%11%75%14%69%37%

-122**-1**225-49%
-%14%12%37%14%4%-%23%69%7%10%

-23*121--1450-74%
-%43%26%9%31%31%89%-%-%25%17%

--***2-**-475-100%
-%-%3%6%3%29%-%3%16%-%20%

-*22-*----3Don't know
-%7%14%37%-%6%-%-%-%-%16%

-511436141418Answered
-37.4330.1734.4627.9158.1045.7016.9237.8620.6643.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cb*a*d*c*b*a*d*cb*aSignificance Level: 95%
22937213328-131817-14301937Unweighted total
*1621101814-595-814821Weighted total

*78466-231-36*80-24%
100%45%37%37%33%43%-%46%36%13%-%33%41%6%37%

-22122-111-121225-49%
-%10%10%8%12%15%-%15%8%15%-%10%15%14%10%

-44333--31-*31450-74%
-%23%17%31%14%24%-%-%33%23%-%6%17%8%17%

--424*-222-422475-100%
-%-%20%19%23%2%-%37%22%40%-%47%16%28%20%

-33*32-***-*233Don't know
-%22%16%4%19%15%-%2%1%8%-%5%11%43%16%

*121891512-595-813418Answered
3.7626.7743.1346.5046.1029.83-46.9848.2362.69-58.1438.6866.1443.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
1212263241217111537Unweighted total
*2*11417*785721Weighted total

-1**56*233280-24%
-%47%100%9%38%35%28%32%38%61%21%37%

*---22-11**225-49%
100%-%-%-%12%11%-%11%9%6%4%10%

-1-*44-2213450-74%
-%53%-%91%26%21%-%27%24%26%43%17%

----*2*22*2475-100%
-%-%-%-%1%13%11%28%24%3%29%20%

----33*****3Don't know
-%-%-%-%23%20%62%2%5%4%2%16%

*2*11114*784718Answered
40.0029.005.0045.8231.4440.1028.8354.5349.0624.7260.2743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cb*aedcbaSignificance Level: 95%
2413230-173525373135323437Unweighted total
156*17-101913211919191921Weighted total

62*8-2668666680-24%
38%35%29%46%-%22%31%41%37%31%31%31%32%37%

11-2-*2222222225-49%
8%15%-%13%-%5%11%15%10%10%11%10%11%10%

31*2-24344444450-74%
17%18%71%14%-%23%19%19%17%19%19%19%19%17%

4--4-24*44444475-100%
27%-%-%25%-%19%22%2%20%22%22%22%21%20%

22-*-333333333Don't know
10%31%-%2%-%31%18%23%16%17%18%17%18%16%

144*16-71610181616161618Answered
48.4624.9148.5742.72-53.1345.9527.6543.1346.7145.9546.5945.5543.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
17202845618137411037Unweighted total
11101542412432*521Weighted total

357*134121-380-24%
28%46%44%1%50%59%36%16%61%57%-%61%37%

122*-1***1-1225-49%
6%15%13%3%-%27%4%9%8%36%-%18%10%

-41211211--1450-74%
-%34%4%50%45%14%15%25%30%-%-%21%17%

4*4-*-4*-**-475-100%
39%*%27%-%5%-%32%7%-%7%100%-%20%

3*22--12----3Don't know
28%4%11%46%-%-%12%44%-%-%-%-%16%

8101322411232*518Answered
60.5829.7441.6367.4830.4417.0754.4241.4924.3821.96100.0021.8343.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
616279575921537Unweighted total
1*31232223*521Weighted total

1**1111*12*380-24%
93%100%12%100%53%18%53%26%53%55%100%53%37%

--1--1-----1225-49%
-%-%45%-%-%41%-%-%-%-%-%23%10%

--1-111111-1450-74%
-%-%39%-%45%36%47%63%45%38%-%20%17%

*-*--*-***-*475-100%
3%-%4%-%-%5%-%7%2%4%-%3%20%

*---*--*-*-*3Don't know
4%-%-%-%2%-%-%3%-%2%-%1%16%

1*31232223*518Answered
20.911.0035.405.0026.0734.4626.5042.1726.8727.214.1125.0043.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12116121522437Unweighted total
*1*24*1522321Weighted total

-1--*--32-280-24%
-%100%-%-%5%-%-%53%78%-%91%37%

-----**1*--225-49%
-%-%-%-%-%100%22%23%22%-%-%10%

----2--1-*-450-74%
-%-%-%-%46%-%-%20%-%22%-%17%

---22--*--*475-100%
-%-%-%100%43%-%-%3%-%-%9%20%

*-*-*-1*-2-3Don't know
100%-%100%-%6%-%78%1%-%78%-%16%

-1-24**52*318Answered
-9.07-100.0079.3949.0040.0025.0014.4850.0012.3743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
4817837Unweighted total
167721Weighted total

1*3480-24%
71%4%42%58%37%

-*2*225-49%
-%2%23%7%10%

-21*450-74%
-%32%16%7%17%

-4**475-100%
-%59%2%3%20%

**123Don't know
29%4%17%25%16%

166518Answered
9.0785.2125.7916.7743.13Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
112861926111938Unweighted total
**2682*112123Weighted total

-*2*-1***450-24%
-%100%94%8%-%31%64%35%14%18%20%

---2-**-*3325-49%
-%-%-%33%-%11%36%-%11%14%14%

---1-----2250-74%
-%-%-%23%-%-%-%-%-%9%8%

*-*231-*17875-100%
100%-%6%36%36%27%-%6%59%33%33%

----51-1*56Don't know
-%-%-%-%64%31%-%59%16%25%26%

**2632**11617Answered
75.001.0010.3557.2299.8145.3814.9319.6572.0657.8156.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
464245234-14-538Unweighted total
*21204*13-13-723Weighted total

*1*4**-2----250-24%
14%35%4%19%6%59%-%59%-%-%-%-%22%20%

--*3---1----2325-49%
-%-%8%15%-%-%-%41%-%-%-%-%26%14%

-**11--------250-74%
-%19%39%5%25%-%-%-%-%-%-%-%-%8%

*1161-1--11-2875-100%
55%45%49%31%22%-%96%-%-%100%38%-%27%33%

*--62**---2-26Don't know
31%-%-%29%47%41%4%-%-%-%62%-%26%26%

*21142*13-11-617Answered
67.3457.0168.4955.4363.891.0098.9213.80-100.0094.25-52.0156.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
4341226212-111-3-38Unweighted total
122914123-7*-1-23Weighted total

*5221--3----50-24%
6%20%25%16%9%-%-%48%-%-%-%-%20%

-321-3-**---325-49%
-%14%23%8%-%100%-%1%100%-%-%-%14%

*1*12-------250-74%
61%6%6%10%16%-%-%-%-%-%-%-%8%

*8254--2--1-875-100%
13%34%25%38%38%-%-%26%-%-%100%-%33%

*6244--2----6Don't know
21%26%22%28%37%-%-%24%-%-%-%-%26%

11771073-5*-1-17Answered
55.8256.7144.6964.8672.0928.20-41.4940.00-99.01-56.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2846-3838Unweighted total
1625-2323Weighted total

3*2-550-24%
16%2%38%-%20%20%

*-3-3325-49%
2%-%57%-%14%14%

1*--2250-74%
9%21%-%-%8%8%

8-*-8875-100%
48%-%2%-%33%33%

42*-66Don't know
26%77%3%-%26%26%

1215-1717Answered
72.5547.4420.81-56.6756.67Mean
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Table 44  (continuation)                                                                                                                                                    Page 949

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
289111271-1--9171038Unweighted total
1310*518*-*--581023Weighted total

32-23-----21250-24%
21%19%-%36%15%-%-%-%-%-%38%10%18%20%

*3-*3--*---*3325-49%
2%31%-%2%17%-%-%100%-%-%-%2%29%14%

1-*11-----1**250-74%
10%-%100%20%4%-%-%-%-%-%21%4%5%8%

71-25*----241875-100%
50%11%-%42%30%100%-%-%-%-%41%56%11%33%

24--6------246Don't know
17%39%-%-%34%-%-%-%-%-%-%29%37%26%

116*512*-*--56617Answered
69.4833.1950.0056.9956.5390.00-49.00--56.3281.4034.5156.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*e*dcb*aSignificance Level: 95%
1141162430202438342938Unweighted total
**2*231616111123191823Weighted total

--**-2241355450-24%
-%-%2%100%-%80%12%26%9%25%20%24%23%20%

-*----3222333325-49%
-%100%-%-%-%-%20%14%19%18%14%17%17%14%

--1---1111212250-74%
-%-%48%-%-%-%5%9%13%12%8%4%10%8%

*-1--*6424863875-100%
100%-%48%-%-%12%39%24%21%39%33%33%17%33%

--*-2*44416466Don't know
-%-%2%-%100%9%25%28%39%5%26%23%33%26%

**2*-3121171017151217Answered
90.0049.0073.491.00-25.4261.7347.5654.5156.3056.6753.5443.4456.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1811361-1-1211938Unweighted total
-10824*-*-211723Weighted total

-22*-----2--150-24%
-%23%26%12%-%-%-%-%-%100%-%-%16%20%

-21---------2325-49%
-%21%14%-%-%-%-%-%-%-%-%-%28%14%

--1-1-------1250-74%
-%-%10%-%30%-%-%-%-%-%-%-%19%8%

-32-2*-*--112875-100%
-%33%24%-%70%100%-%100%-%-%100%100%30%33%

-222--------16Don't know
-%22%25%88%-%-%-%-%-%-%-%-%7%26%

-86*4*-*-211717Answered
-54.6244.491.0084.7190.00-90.00-20.0097.5395.0052.8356.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
1375336216-1444238Unweighted total
*232213*7-8*2*23Weighted total

-5231-2-2***50-24%
-%20%79%14%31%-%24%-%28%66%11%15%20%

-3-32---*-2-325-49%
-%14%-%15%61%-%-%-%2%-%82%-%14%

-2-2--1-1---250-74%
-%8%-%9%-%-%18%-%17%-%-%-%8%

*8*7-*4-4*--875-100%
100%32%16%34%-%100%54%-%52%34%-%-%33%

-6*6*-*-*-**6Don't know
-%26%5%28%8%-%3%-%1%-%7%85%26%

*172153*7-8*2*17Answered
90.0056.4231.5359.9321.6183.3570.01-65.7637.1326.6020.0056.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-142618420294538Unweighted total
-817938142223Weighted total

-24*21-22-50-24%
-%23%23%5%56%14%-%45%84%-%20%

-231-2-*--325-49%
-%23%18%13%-%25%-%3%-%-%14%

-1211*1*-1250-74%
-%10%11%9%37%4%89%8%-%55%8%

-131*4*1*1875-100%
-%14%17%8%7%51%11%41%11%45%33%

-266-1-**-6Don't know
-%29%32%65%-%6%-%3%5%-%26%

-612338142217Answered
-38.8442.9146.2935.7264.2254.3055.3927.4770.8856.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 44  (continuation)                                                                                                                                                    Page 954

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cb*a*cb*a*d*c*b*a*d*cb*aSignificance Level: 95%
23826233329-111817-15321738Unweighted total
*231591918-295-817623Weighted total

*52154-*12-25150-24%
31%20%13%12%24%23%-%7%13%44%-%24%26%11%20%

-33233--2*--3*325-49%
-%14%21%22%17%17%-%-%23%3%-%-%19%4%14%

-22112-*11-111250-74%
-%8%12%15%4%10%-%14%16%29%-%10%5%13%8%

*82463-141-36*875-100%
69%33%14%46%32%17%-%68%47%12%-%36%36%6%33%

-66146-**1-2346Don't know
-%26%40%6%23%33%-%10%1%11%-%30%15%67%26%

*17991512-294-515217Answered
52.0556.6743.2263.0452.6443.44-83.6862.1440.09-59.4953.0943.9856.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*ab*a*e*d*c*b*aSignificance Level: 95%
131333235711161038Unweighted total
*4*221131347523Weighted total

-2-*42***1*50-24%
-%45%-%3%21%15%3%3%1%16%2%20%

----33-22*2325-49%
-%-%-%-%15%25%-%71%49%2%44%14%

*1-*22-**11250-74%
100%29%-%31%9%14%-%11%7%20%29%8%

-1*1621*141875-100%
-%26%100%66%28%15%71%10%32%57%21%33%

----64*****6Don't know
-%-%-%-%27%32%26%4%10%4%4%26%

*4*21591346417Answered
60.0048.0075.0081.7852.8142.2895.6038.7255.0071.3050.8556.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cb*aedcbaSignificance Level: 95%
1721428-163623383237333738Unweighted total
1112317-102113231923192323Weighted total

2223-2325455550-24%
19%20%59%17%-%19%14%16%20%22%20%23%20%20%

3**3-23333333325-49%
28%1%5%18%-%19%15%24%14%16%14%16%14%14%

*1-1-*2122222250-74%
4%11%-%5%-%5%9%6%8%10%8%10%8%8%

1616-17386767875-100%
10%53%36%36%-%15%33%26%33%31%31%29%31%33%

42-4-464646466Don't know
38%15%-%24%-%42%29%29%26%21%27%21%27%26%

710313-61510171517151717Answered
34.2171.4549.1557.10-40.3159.3250.6156.6753.3755.4351.4755.4356.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
211724595151783-1138Unweighted total
14101247410723-523Weighted total

144*-212-2-250-24%
7%38%35%7%-%39%9%26%-%61%-%34%20%

*312-12*-*-*325-49%
1%32%10%50%-%28%19%1%-%4%-%2%14%

-21-1*-11--1250-74%
-%19%6%-%15%11%-%18%64%-%-%28%8%

713-415211-2875-100%
52%6%28%-%59%21%48%27%32%35%-%34%33%

51222-22*--*6Don't know
41%6%20%43%26%-%24%27%5%-%-%2%26%

89102547523-517Answered
86.5030.4646.4327.1788.2835.4869.2856.3265.4447.24-55.1256.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
424395664911338Unweighted total
**23423123*623Weighted total

***-********50-24%
14%100%2%-%3%6%1%11%5%4%100%3%20%

--1--1-----1325-49%
-%-%43%-%-%47%-%-%-%-%-%18%14%

--1-111111-1250-74%
-%-%43%-%30%47%33%80%51%32%-%18%8%

*-*32-2*12-3875-100%
68%-%12%100%66%-%65%4%44%62%-%59%33%

*---*--*-*-*6Don't know
17%-%-%-%2%-%-%4%-%2%-%1%26%

**23423123*617Answered
78.733.1944.3698.4180.5435.6379.8346.4867.7277.731.0072.6756.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13116221134438Unweighted total
*3*24*1164223Weighted total

---2-*--**250-24%
-%-%-%100%-%72%-%-%3%11%90%20%

----2*--1--325-49%
-%-%-%-%46%28%-%-%18%-%-%14%

------*-1*-250-74%
-%-%-%-%-%-%50%-%18%11%-%8%

-3--*-*13-*875-100%
-%100%-%-%5%-%50%100%59%-%6%33%

*-*-2---*3*6Don't know
100%-%100%-%49%-%-%-%1%78%4%26%

-3-22*1161217Answered
-97.50-20.0035.8920.9079.0095.0072.6725.509.7456.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
5916838Unweighted total
367723Weighted total

-2*250-24%
-%30%3%37%20%

-21-325-49%
-%33%14%-%14%

--1*250-74%
-%-%18%7%8%

3*5*875-100%
90%3%64%2%33%

*2*46Don't know
10%34%1%53%26%

347317Answered
97.5028.4476.3714.8056.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2412-9135514Unweighted total
*111-1***34Weighted total

**-*-*-**110-24%
65%44%-%50%-%62%-%59%87%35%41%

*----*--*-*25-49%
35%-%-%-%-%7%-%-%13%-%2%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-*-------**75-100%
-%56%-%-%-%-%-%-%-%10%8%

--1*-***-22Don't know
-%-%100%50%-%31%100%41%-%55%50%

*1-*-1-**12Answered
21.7659.06-10.00-10.30-12.749.7334.5527.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4226-1-1--4--14Unweighted total
1112-*-1--*--4Weighted total

11-*------*--10-24%
100%100%-%10%-%-%-%-%-%-%45%-%-%41%

---*------*--*25-49%
-%-%-%3%-%-%-%-%-%-%13%-%-%2%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-------*75-100%
-%-%-%17%-%100%-%-%-%-%-%-%-%8%

--11---1--*--2Don't know
-%-%100%70%-%-%-%100%-%-%42%-%-%50%

11-1-*----*--2Answered
18.068.46-60.50-100.00----11.96--27.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
113684126--1-14Unweighted total
*3212*11--*-4Weighted total

-11*****--*-10-24%
-%43%44%33%8%100%74%32%-%-%100%-%41%

-*-*---*----*25-49%
-%2%-%5%-%-%-%7%-%-%-%-%2%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*-------*75-100%
-%9%12%-%19%-%-%-%-%-%-%-%8%

*2111-**----2Don't know
100%47%44%62%73%-%26%61%-%-%-%-%50%

-21*****--*-2Answered
-27.3932.6011.2971.1620.0010.0015.64--1.00-27.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
833-1414Unweighted total
2*2-44Weighted total

1*1-110-24%
45%30%37%-%41%41%

-*--**25-49%
-%30%-%-%2%2%

------50-74%
-%-%-%-%-%-%

*---**75-100%
17%-%-%-%8%8%

1*1-22Don't know
38%39%63%-%50%50%

1*1-22Answered
38.7220.008.97-27.3927.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
68-311-----33814Unweighted total
13-*3-----*134Weighted total

*1-*1-----**110-24%
19%49%-%35%41%-%-%-%-%-%35%8%49%41%

-*--*-------**25-49%
-%2%-%-%2%-%-%-%-%-%-%-%2%2%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*--*75-100%
28%-%-%65%-%-%-%-%-%-%65%-%-%8%

11--2------112Don't know
53%48%-%-%57%-%-%-%-%-%-%92%48%50%

*1-*1-----**12Answered
65.8112.88-71.4712.78-----71.4710.0012.8827.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----131012111014121314Unweighted total
----**33224344Weighted total

-----*1*1*11110-24%
-%-%-%-%-%100%37%18%44%15%41%46%39%41%

------********25-49%
-%-%-%-%-%-%2%2%3%2%2%2%2%2%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********75-100%
-%-%-%-%-%-%9%11%15%12%8%10%8%8%

----*-22122122Don't know
-%-%-%-%100%-%52%68%38%71%50%42%51%50%

-----*21112222Answered
-----8.4230.1442.1136.9848.9027.3927.8428.9727.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
14531-----1-914Unweighted total
**2*1-----*-24Weighted total

-*1*------*-*10-24%
-%74%62%76%-%-%-%-%-%-%100%-%11%41%

---*--------**25-49%
-%-%-%24%-%-%-%-%-%-%-%-%2%2%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------**75-100%
100%-%-%-%-%-%-%-%-%-%-%-%13%8%

-*1-1-------22Don't know
-%26%38%-%100%-%-%-%-%-%-%-%74%50%

**1*------*-12Answered
100.0014.3513.6910.84------20.00-53.8227.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-143114151143114Unweighted total
-4131*1**1*14Weighted total

-1*1***-***-10-24%
-%41%30%43%3%100%21%-%100%13%73%-%41%

-*-**-----*-*25-49%
-%2%-%2%4%-%-%-%-%-%27%-%2%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--**----*75-100%
-%8%-%10%-%-%30%100%-%-%-%-%8%

-2*11-*--1-12Don't know
-%50%70%45%92%-%49%-%-%87%-%100%50%

-2*2*******-2Answered
-27.3910.5029.5418.2220.0061.08100.0020.008.679.58-27.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-912837143214Unweighted total
-23212*11*4Weighted total

-11***-**-10-24%
-%34%42%14%30%9%-%30%30%-%41%

--*--*----*25-49%
-%-%2%-%-%3%-%-%-%-%2%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**75-100%
-%12%-%13%-%17%-%44%-%63%8%

-122*1****2Don't know
-%54%56%73%70%71%100%26%70%37%50%

-111**-***2Answered
-38.2914.2352.6910.5064.67-63.3410.50100.0027.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
141013101213-689-811914Unweighted total

423234-222-2324Weighted total

1*1*11-***-*1*10-24%
41%19%44%15%46%39%-%12%15%15%-%17%51%21%41%

******--*---*-*25-49%
2%2%2%2%2%2%-%-%3%-%-%-%2%-%2%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--***-*-*-*-**75-100%
8%-%-%12%10%8%-%17%-%12%-%15%-%14%8%

222212-122-1112Don't know
50%79%54%71%42%51%-%71%83%73%-%68%47%64%50%

2*2122-**1-1112Answered
27.3910.3313.3448.9027.8428.97-64.9812.2250.96-52.6913.4545.4427.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--319113595714Unweighted total
--**13*12124Weighted total

--***1*****10-24%
-%-%35%100%36%43%37%30%13%17%8%41%

----*---****25-49%
-%-%-%-%5%-%-%-%2%6%3%2%

------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%

--*----**--*75-100%
-%-%65%-%-%-%-%44%12%-%-%8%

----12**2122Don't know
-%-%-%-%60%57%63%26%72%76%89%50%

--***1**1**2Answered
--71.471.0010.3313.798.6764.9851.627.5513.4427.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
95-13-121411141314131414Unweighted total
22-4-343434444Weighted total

1*-1-1111111110-24%
57%19%-%40%-%37%41%29%41%31%41%41%41%41%

*--*-**-***-**25-49%
3%-%-%2%-%2%2%-%2%2%2%-%2%2%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********75-100%
14%-%-%8%-%11%8%10%8%9%8%8%8%8%

11-2-122222222Don't know
27%81%-%50%-%50%50%61%50%58%50%50%50%50%

2*-2-121212222Answered
30.2212.30-27.79-33.8727.3931.2827.3930.1527.3927.4727.3927.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
7712-21855--514Unweighted total
133-*1111--14Weighted total

111-*-1**--*10-24%
71%29%37%-%100%-%80%27%18%-%-%18%41%

*-*---*-----*25-49%
5%-%2%-%-%-%4%-%-%-%-%-%2%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**----**--**75-100%
-%11%9%-%-%-%-%28%25%-%-%25%8%

*22--1**1--12Don't know
24%60%53%-%-%100%16%46%57%-%-%57%50%

112-*-11*--*2Answered
16.4135.6429.54-10.50-13.5956.7863.34--63.3427.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
221-2424352614Unweighted total
1**-*1*1*2*24Weighted total

-*--********10-24%
-%100%-%-%45%6%45%6%26%6%100%9%41%

--*-*-*--*-**25-49%
-%-%100%-%55%-%55%-%-%4%-%4%2%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*-***-**75-100%
22%-%-%-%-%20%-%20%74%20%-%19%8%

1----1-1-1-12Don't know
78%-%-%-%-%73%-%73%-%71%-%68%50%

***-********2Answered
100.008.6725.00-14.1577.5314.1577.5376.5870.928.6764.6727.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Nov' 2018Oct' 2018Aug' 2018Jul' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2363112162114Unweighted total
*121**1*21*4Weighted total

-**1--***1*10-24%
-%30%9%100%-%-%17%100%9%100%100%41%

--*-----*--*25-49%
-%-%4%-%-%-%-%-%4%-%-%2%

------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%

--*-----*--*75-100%
-%-%19%-%-%-%-%-%19%-%-%8%

**1-***-1--2Don't know
100%70%68%-%100%100%83%-%68%-%-%50%

-**1--***1*2Answered
-10.5064.6713.85--20.001.0064.6715.005.0027.39Mean
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Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1131031621131531Unweighted total
**2632**11618Weighted total

**2211**1780-24%
100%100%91%33%39%54%54%100%53%43%44%

---1-*--*2225-49%
-%-%-%10%-%15%-%-%19%12%12%

---3-**--3450-74%
-%-%-%52%-%8%46%-%-%22%20%

--**2*--*4475-100%
-%-%9%4%61%23%-%-%29%24%24%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

**2632**11618Answered
5.001.0013.2441.7567.7434.6430.4520.0036.1244.0743.13Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
337184123--33231Unweighted total
*12142213--22218Weighted total

**161-12--2**80-24%
100%6%69%42%40%-%100%59%-%-%100%7%8%44%

-1*1---1---*-225-49%
-%94%5%8%-%-%-%37%-%-%-%7%-%12%

--*31--*----2450-74%
-%-%24%21%45%-%-%5%-%-%-%-%92%20%

--*4*2-----2-475-100%
-%-%2%28%15%100%-%-%-%-%-%85%-%24%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12142213--22218Answered
2.8632.1620.6947.6038.69100.0018.9214.93--9.6487.5864.8843.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2291219112-133-2-31Unweighted total
1179953-81-*-18Weighted total

*8443--41-*-80-24%
9%45%45%43%57%-%-%47%85%-%74%-%44%

-2*2*1-1----225-49%
-%12%5%19%9%36%-%7%-%-%-%-%12%

*33122--*---450-74%
91%18%28%12%30%64%-%-%15%-%-%-%20%

-422*--4--*-475-100%
-%24%22%26%5%-%-%46%-%-%26%-%24%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

1179953-81-*-18Answered
47.4442.9945.6040.5626.9153.78-53.1611.13-33.72-43.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1759-3131Unweighted total

639-1818Weighted total

224-880-24%
34%76%42%-%44%44%

1-1-2225-49%
17%-%12%-%12%12%

1*2-4450-74%
19%20%21%-%20%20%

2*2-4475-100%
30%5%24%-%24%24%

------Don't know
-%-%-%-%-%-%

639-1818Answered
48.0921.7445.63-43.1343.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
22639221-1--713931Unweighted total

953315*-*--36818Weighted total

52116*----13380-24%
50%42%31%43%44%100%-%-%-%-%42%54%37%44%

11-12--*--**1225-49%
11%21%-%20%10%-%-%100%-%-%18%7%13%12%

12*13-----1*2450-74%
13%37%14%36%17%-%-%-%-%-%39%2%28%20%

2-2*4-----*22475-100%
25%-%55%2%28%-%-%-%-%-%2%36%22%24%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

953315*-*--36818Answered
39.0433.4868.1428.4746.1210.00-49.00--28.5744.1747.5443.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*dc*b*aSignificance Level: 95%
1122-32224151931272431Unweighted total
**12-*141151018151218Weighted total

*-*2-*651486680-24%
100%-%4%88%-%26%41%47%22%38%44%41%51%44%

-*----21*1222225-49%
-%100%-%-%-%-%14%5%8%8%12%14%18%12%

--1---3333433450-74%
-%-%96%-%-%-%18%29%63%32%20%17%29%20%

---*-*42*244*475-100%
-%-%-%12%-%74%27%19%8%21%24%28%3%24%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**12-*141151018151218Answered
10.0049.0048.1419.79-79.5945.6441.7351.1947.1543.1346.1029.8343.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-148541-1--111631Unweighted total
-4734*-*--*1818Weighted total

-23*3*-*--*1380-24%
-%40%44%6%73%100%-%100%-%-%100%100%30%44%

-11*--------1225-49%
-%13%20%6%-%-%-%-%-%-%-%-%9%12%

-2*-1-------3450-74%
-%45%7%-%27%-%-%-%-%-%-%-%37%20%

-*22--------2475-100%
-%1%28%87%-%-%-%-%-%-%-%-%24%24%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4734*-*--*1818Answered
-39.3139.8488.3723.4610.00-10.00--5.005.0052.8743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1303283313-1251131Unweighted total
*18*174*6-522*18Weighted total

*8*82*2-12-*80-24%
100%44%66%44%46%66%32%-%26%100%-%100%44%

-2-2--1-1---225-49%
-%12%-%12%-%-%14%-%14%-%-%-%12%

-4-42-1-1-2-450-74%
-%20%-%21%54%-%19%-%22%-%100%-%20%

-4*4-*2-2---475-100%
-%24%34%23%-%34%35%-%38%-%-%-%24%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

*18*174*6-522*18Answered
10.0043.3738.7343.2142.1738.7351.04-55.268.8570.0020.0043.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-92214514293731Unweighted total
-511436141418Weighted total

-26122*3*380-24%
-%39%53%18%52%31%11%75%14%69%44%

-122**-1**225-49%
-%15%14%59%14%5%-%23%69%7%12%

-23*121--1450-74%
-%46%30%14%31%33%89%-%-%25%20%

--***2-**-475-100%
-%-%3%10%3%32%-%3%16%-%24%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

-511436141418Answered
-37.4330.1734.4627.9158.1045.7016.9237.8620.6643.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
22331182724-121714-12251431Unweighted total
*121891512-595-813418Weighted total

*78466-231-36*80-24%
100%58%44%39%41%51%-%47%37%15%-%34%46%11%44%

-22122-111-121225-49%
-%13%12%8%14%18%-%15%8%17%-%10%16%24%12%

-44333--31-*31450-74%
-%29%20%33%17%29%-%-%33%25%-%6%20%15%20%

--424*-222-422475-100%
-%-%24%20%28%3%-%38%22%43%-%49%18%50%24%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*121891512-595-813418Answered
3.7626.7743.1346.5046.1029.83-46.9848.2362.69-58.1438.6866.1443.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
121221273111491331Unweighted total
*2*11114*784718Weighted total

-1**56*233280-24%
-%47%100%9%50%43%72%32%40%63%22%44%

*---22-11**225-49%
100%-%-%-%15%14%-%12%10%7%4%12%

-1-*44-2213450-74%
-%53%-%91%34%26%-%28%25%27%44%20%

----*2*22*2475-100%
-%-%-%-%2%17%28%28%25%3%29%24%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

*2*11114*784718Answered
40.0029.005.0045.8231.4440.1028.8354.5349.0624.7260.2743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*ae*d*c*b*aSignificance Level: 95%
2011227-132921312629272831Unweighted total
144*16-71610181616161618Weighted total

62*8-2668666680-24%
42%51%29%47%-%32%38%54%44%38%38%38%38%44%

11-2-*2222222225-49%
9%22%-%13%-%7%13%19%12%13%13%12%13%12%

31*2-24344444450-74%
18%27%71%15%-%34%22%24%20%23%22%23%23%20%

4--4-24*44444475-100%
31%-%-%26%-%27%26%3%24%27%26%27%26%24%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

144*16-71610181616161618Answered
48.4624.9148.5742.72-53.1345.9527.6543.1346.7145.9546.5945.5543.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
13182335614117411031Unweighted total

8101322411232*518Weighted total

357*134121-380-24%
38%48%50%2%50%59%42%28%61%57%-%61%44%

122*-1***1-1225-49%
8%15%15%5%-%27%5%16%8%36%-%18%12%

-41211211--1450-74%
-%36%5%93%45%14%18%44%30%-%-%21%20%

4*4-*-4*-**-475-100%
54%*%31%-%5%-%36%12%-%7%100%-%24%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

8101322411232*518Answered
60.5829.7441.6367.4830.4417.0754.4241.4924.3821.96100.0021.8343.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
516269565821431Unweighted total
1*31232223*518Weighted total

1**1111*12*380-24%
97%100%12%100%54%18%53%27%53%57%100%53%44%

--1--1-----1225-49%
-%-%45%-%-%41%-%-%-%-%-%23%12%

--1-111111-1450-74%
-%-%39%-%46%36%47%66%45%39%-%20%20%

*-*--*-***-*475-100%
3%-%4%-%-%5%-%7%2%4%-%3%24%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

1*31232223*518Answered
20.911.0035.405.0026.0734.4626.5042.1726.8727.214.1125.0043.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Nov' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
215111421431Unweighted total
124**52*318Weighted total

1-*--32-280-24%
100%-%6%-%-%53%78%-%91%44%

---**1*--225-49%
-%-%-%100%100%23%22%-%-%12%

--2--1-*-450-74%
-%-%49%-%-%20%-%100%-%20%

-22--*--*475-100%
-%100%45%-%-%3%-%-%9%24%

----------Don't know
-%-%-%-%-%-%-%-%-%-%

124**52*318Answered
9.07100.0079.3949.0040.0025.0014.4850.0012.3743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
2715731Unweighted total
166518Weighted total

1*3480-24%
100%4%51%77%44%

-*2*225-49%
-%2%27%9%12%

-21*450-74%
-%33%19%9%20%

-4**475-100%
-%61%3%5%24%

-----Don't know
-%-%-%-%-%

166518Answered
9.0785.2125.7916.7743.13Mean
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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 for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11283142391630Unweighted total
**2632**11617Weighted total

-*2*-1***450-24%
-%100%94%8%-%45%64%85%17%25%26%

---2-**-*3325-49%
-%-%-%33%-%15%36%-%13%19%19%

---1-----2250-74%
-%-%-%23%-%-%-%-%-%12%11%

*-*231-*17875-100%
100%-%6%36%100%40%-%15%70%45%44%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

**2632**11617Answered
75.001.0010.3557.2299.8145.3814.9319.6572.0657.8156.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
364173124-12-430Unweighted total
*21142*13-11-617Weighted total

*1*4**-2----250-24%
21%35%4%28%12%100%-%59%-%-%-%-%30%26%

--*3---1----2325-49%
-%-%8%22%-%-%-%41%-%-%-%-%34%19%

-**11--------250-74%
-%19%39%7%47%-%-%-%-%-%-%-%-%11%

*1161-1--11-2875-100%
79%45%49%43%41%-%100%-%-%100%100%-%36%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*21142*13-11-617Answered
67.3457.0168.4955.4363.891.0098.9213.80-100.0094.25-52.0156.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3271020142-101-3-30Unweighted total
11771073-5*-1-17Weighted total

*5221--3----50-24%
7%27%32%22%15%-%-%63%-%-%-%-%26%

-321-3-**---325-49%
-%19%29%11%-%100%-%2%100%-%-%-%19%

*1*12-------250-74%
77%8%7%13%25%-%-%-%-%-%-%-%11%

*8254--2--1-875-100%
16%45%32%53%60%-%-%35%-%-%100%-%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

11771073-5*-1-17Answered
55.8256.7144.6964.8672.0928.20-41.4940.00-99.01-56.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2325-3030Unweighted total
1215-1717Weighted total

3*2-550-24%
22%9%39%-%26%26%

*-3-3325-49%
2%-%59%-%19%19%

1*--2250-74%
12%91%-%-%11%11%

8-*-8875-100%
65%-%2%-%44%44%

------Don't know
-%-%-%-%-%-%

1215-1717Answered
72.5547.4420.81-56.6756.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
236111191-1--912730Unweighted total
116*512*-*--56617Weighted total

32-23-----21250-24%
25%31%-%36%22%-%-%-%-%-%38%14%29%26%

*3-*3--*---*3325-49%
2%51%-%2%26%-%-%100%-%-%-%2%47%19%

1-*11-----1**250-74%
12%-%100%20%7%-%-%-%-%-%21%5%8%11%

71-25*----241875-100%
60%18%-%42%46%100%-%-%-%-%41%78%17%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

116*512*-*--56617Answered
69.4833.1950.0056.9956.5390.00-49.00--56.3281.4034.5156.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*dc*b*aSignificance Level: 95%
1131-51923152030272230Unweighted total
**2*-3121171017151217Weighted total

--**-2241355450-24%
-%-%2%100%-%87%16%36%14%27%26%31%34%26%

-*----3222333325-49%
-%100%-%-%-%-%26%19%30%19%19%22%25%19%

--1---1111212250-74%
-%-%49%-%-%-%7%12%21%13%11%5%15%11%

*-1--*6424863875-100%
100%-%49%-%-%13%52%33%35%41%44%42%25%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**2*-3121171017151217Answered
90.0049.0073.491.00-25.4261.7347.5654.5156.3056.6753.5443.4456.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-158161-1-1211530Unweighted total
-86*4*-*-211717Weighted total

-22*-----2--150-24%
-%30%35%100%-%-%-%-%-%100%-%-%17%26%

-21---------2325-49%
-%27%19%-%-%-%-%-%-%-%-%-%30%19%

--1-1-------1250-74%
-%-%14%-%30%-%-%-%-%-%-%-%20%11%

-32-2*-*--112875-100%
-%43%33%-%70%100%-%100%-%-%100%100%33%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-86*4*-*-211717Answered
-54.6244.491.0084.7190.00-90.00-20.0097.5395.0052.8356.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1294265213-1342130Unweighted total
*172153*7-8*2*17Weighted total

-5231-2-2***50-24%
-%27%83%19%33%-%25%-%28%66%12%100%26%

-3-32---*-2-325-49%
-%19%-%21%67%-%-%-%2%-%88%-%19%

-2-2--1-1---250-74%
-%11%-%12%-%-%19%-%17%-%-%-%11%

*8*7-*4-4*--875-100%
100%44%17%48%-%100%56%-%53%34%-%-%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

*172153*7-8*2*17Answered
90.0056.4231.5359.9321.6183.3570.01-65.7637.1326.6020.0056.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-102012416283530Unweighted total
-612338142217Weighted total

-24*21-22-50-24%
-%33%34%13%56%15%-%47%89%-%26%

-231-2-*--325-49%
-%33%26%38%-%27%-%3%-%-%19%

-1211*1*-1250-74%
-%14%16%26%37%4%89%8%-%55%11%

-131*4*1*1875-100%
-%20%24%23%7%54%11%42%11%45%44%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

-612338142217Answered
-38.8442.9146.2935.7264.2254.3055.3927.4770.8856.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cb*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
23019192622-91713-11261230Unweighted total
*17991512-294-515217Weighted total

*52154-*12-25150-24%
31%26%21%13%31%34%-%8%13%50%-%34%31%32%26%

-33233--2*--3*325-49%
-%19%35%23%22%25%-%-%24%3%-%-%22%12%19%

-22112-*11-111250-74%
-%11%21%15%5%15%-%16%16%33%-%14%5%38%11%

*82463-141-36*875-100%
69%44%23%49%41%25%-%76%47%14%-%52%42%19%44%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*17991512-294-515217Answered
52.0556.6743.2263.0452.6443.44-83.6862.1440.09-59.4953.0943.9856.67Mean
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1313261836813830Unweighted total
*4*21591346417Weighted total

-2-*42***1*50-24%
-%45%-%3%29%21%4%4%1%17%2%26%

----33-22*2325-49%
-%-%-%-%21%36%-%74%55%2%45%19%

*1-*22-**11250-74%
100%29%-%31%12%21%-%12%8%21%30%11%

-1*1621*141875-100%
-%26%100%66%38%22%96%10%36%60%22%44%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

*4*21591346417Answered
60.0048.0075.0081.7852.8142.2895.6038.7255.0071.3050.8556.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 47  (continuation)                                                                                                                                                   Page 1003

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*ae*d*c*b*aSignificance Level: 95%
1119422-112819302629272930Unweighted total

710313-61510171517151717Weighted total

2223-2325455550-24%
31%23%59%22%-%33%19%23%26%28%27%30%27%26%

3**3-23333333325-49%
45%1%5%24%-%33%21%33%19%21%19%21%19%19%

*1-1-*2122222250-74%
7%13%-%6%-%9%12%8%11%12%11%12%11%11%

1616-17386767875-100%
17%63%36%47%-%25%47%36%44%39%42%37%42%44%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

710313-61510171517151717Answered
34.2171.4549.1557.10-40.3159.3250.6156.6753.3755.4351.4755.4356.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
161419475111473-1030Unweighted total

89102547523-517Weighted total

144*-212-2-250-24%
11%40%44%13%-%39%12%36%-%61%-%35%26%

*312-12*-*-*325-49%
1%34%12%87%-%28%25%2%-%4%-%2%19%

-21-1*-11--1250-74%
-%20%8%-%20%11%-%25%67%-%-%29%11%

713-415211-2875-100%
88%6%35%-%80%21%63%37%33%35%-%34%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

89102547523-517Answered
86.5030.4646.4327.1788.2835.4869.2856.3265.4447.24-55.1256.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
324385654811230Unweighted total
**23423123*617Weighted total

***-********50-24%
17%100%2%-%3%6%1%12%5%4%100%3%26%

--1--1-----1325-49%
-%-%43%-%-%47%-%-%-%-%-%18%19%

--1-111111-1250-74%
-%-%43%-%30%47%33%84%51%32%-%18%11%

*-*32-2*12-3875-100%
83%-%12%100%67%-%65%4%44%63%-%60%44%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

**23423123*617Answered
78.733.1944.3698.4180.5435.6379.8346.4867.7277.731.0072.6756.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Nov' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
314221122330Unweighted total
322*1161217Weighted total

-2-*--**250-24%
-%100%-%72%-%-%3%50%94%26%

--2*--1--325-49%
-%-%91%28%-%-%18%-%-%19%

----*-1*-250-74%
-%-%-%-%50%-%18%50%-%11%

3-*-*13-*875-100%
100%-%9%-%50%100%60%-%6%44%

----------Don't know
-%-%-%-%-%-%-%-%-%-%

322*1161217Answered
97.5020.0035.8920.9079.0095.0072.6725.509.7456.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
3715530Unweighted total
347317Weighted total

-2*250-24%
-%45%3%80%26%

-21-325-49%
-%50%14%-%19%

--1*250-74%
-%-%18%16%11%

3*5*875-100%
100%5%65%4%44%

-----Don't know
-%-%-%-%-%

347317Answered
97.5028.4476.3714.8056.67Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 47  (continuation)                                                                                                                                                   Page 1008

PPI - PPI 2nd Class (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
24-1-7-25310Unweighted total
*1-*-1-**12Weighted total

**-*-*-**110-24%
65%44%-%100%-%90%-%100%87%77%81%

*----*--*-*25-49%
35%-%-%-%-%10%-%-%13%-%3%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-*-------**75-100%
-%56%-%-%-%-%-%-%-%23%16%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

*1-*-1-**12Answered
21.7659.06-10.00-10.30-12.749.7334.5527.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48                                                                                                                                                                   Page 1009

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
42-4-1----3--10Unweighted total
11-1-*----*--2Weighted total

11-*------*--10-24%
100%100%-%34%-%-%-%-%-%-%77%-%-%81%

---*------*--*25-49%
-%-%-%10%-%-%-%-%-%-%23%-%-%3%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-------*75-100%
-%-%-%55%-%100%-%-%-%-%-%-%-%16%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-1-*----*--2Answered
18.068.46-60.50-100.00----11.96--27.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1010

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-10552115--1-10Unweighted total
-21*****--*-2Weighted total

-11*****--*-10-24%
-%81%79%87%30%100%100%82%-%-%100%-%81%

-*-*---*----*25-49%
-%3%-%13%-%-%-%18%-%-%-%-%3%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*-------*75-100%
-%16%21%-%70%-%-%-%-%-%-%-%16%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

-21*****--*-2Answered
-27.3932.6011.2971.1620.0010.0015.64--1.00-27.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1011

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
622-1010Unweighted total
1*1-22Weighted total

1*1-110-24%
73%50%100%-%81%81%

-*--**25-49%
-%50%-%-%3%3%

------50-74%
-%-%-%-%-%-%

*---**75-100%
27%-%-%-%16%16%

------Don't know
-%-%-%-%-%-%

1*1-22Answered
38.7220.008.97-27.3927.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1012

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
46-37-----31610Unweighted total
*1-*1-----**12Weighted total

*1-*1-----**110-24%
41%96%-%35%96%-%-%-%-%-%35%100%96%81%

-*--*-------**25-49%
-%4%-%-%4%-%-%-%-%-%-%-%4%3%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*--*75-100%
59%-%-%65%-%-%-%-%-%-%65%-%-%16%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-*1-----**12Answered
65.8112.88-71.4712.78-----71.4710.0012.8827.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1013

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----37887109910Unweighted total
-----*21112222Weighted total

-----*1*1*11110-24%
-%-%-%-%-%100%78%58%71%50%81%80%80%81%

------********25-49%
-%-%-%-%-%-%4%7%5%8%3%3%3%3%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********75-100%
-%-%-%-%-%-%19%35%25%42%16%17%17%16%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*21112222Answered
-----8.4230.1442.1136.9848.9027.3927.8428.9727.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1014

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1333------1-610Unweighted total
**1*------*-12Weighted total

-*1*------*-*10-24%
-%100%100%76%-%-%-%-%-%-%100%-%42%81%

---*--------**25-49%
-%-%-%24%-%-%-%-%-%-%-%-%9%3%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----------**75-100%
100%-%-%-%-%-%-%-%-%-%-%-%49%16%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**1*------*-12Answered
100.0014.3513.6910.84------20.00-53.8227.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1015

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-10282141123-10Unweighted total
-2*2*******-2Weighted total

-1*1***-***-10-24%
-%81%100%78%45%100%41%-%100%100%73%-%81%

-*-**-----*-*25-49%
-%3%-%3%55%-%-%-%-%-%27%-%3%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--**----*75-100%
-%16%-%18%-%-%59%100%-%-%-%-%16%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2*******-2Answered
-27.3910.5029.5418.2220.0061.08100.0020.008.679.58-27.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1016

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-68525-32110Unweighted total
-111**-***2Weighted total

-11***-**-10-24%
-%74%96%53%100%30%-%41%100%-%81%

--*--*----*25-49%
-%-%4%-%-%11%-%-%-%-%3%

-----------50-74%
-%-%-%-%-%-%-%-%-%-%-%

-*-*-*-*-**75-100%
-%26%-%47%-%59%-%59%-%100%16%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

-111**-***2Answered
-38.2914.2352.6910.5064.67-63.3410.50100.0027.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1017

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1069799-456-58610Unweighted total

2*2122-**1-1112Weighted total

1*1*11-***-*1*10-24%
81%89%96%50%80%80%-%41%85%54%-%53%96%60%81%

******--*---*-*25-49%
3%11%4%8%3%3%-%-%15%-%-%-%4%-%3%

---------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--***-*-*-*-**75-100%
16%-%-%42%17%17%-%59%-%46%-%47%-%40%16%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2122-**1-1112Answered
27.3910.3313.3448.9027.8428.97-64.9812.2250.96-52.6913.4545.4427.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1018

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--31672463410Unweighted total
--***1**1**2Weighted total

--***1*****10-24%
-%-%35%100%89%100%100%41%47%73%73%81%

----*---****25-49%
-%-%-%-%11%-%-%-%8%27%27%3%

------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%

--*----**--*75-100%
-%-%65%-%-%-%-%59%45%-%-%16%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

--***1**1**2Answered
--71.471.0010.3313.798.6764.9851.627.5513.4427.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1019

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
73-9-91071091091010Unweighted total
2*-2-121212222Weighted total

1*-1-1111111110-24%
77%100%-%80%-%74%81%75%81%74%81%83%81%81%

*--*-**-***-**25-49%
4%-%-%3%-%4%3%-%3%4%3%-%3%3%

--------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********75-100%
19%-%-%17%-%22%16%25%16%22%16%17%16%16%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-2-121212222Answered
30.2212.30-27.79-33.8727.3931.2827.3930.1527.3927.4727.3927.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1020

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
558-2-643--310Unweighted total
112-*-11*--*2Weighted total

111-*-1**--*10-24%
93%72%78%-%100%-%95%49%41%-%-%41%81%

*-*---*-----*25-49%
7%-%3%-%-%-%5%-%-%-%-%-%3%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**----**--**75-100%
-%28%18%-%-%-%-%51%59%-%-%59%16%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

112-*-11*--*2Answered
16.4135.6429.54-10.50-13.5956.7863.34--63.3427.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1021

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
121-2323342510Unweighted total
***-********2Weighted total

-*--********10-24%
-%100%-%-%45%24%45%24%26%21%100%30%81%

--*-*-*--*-**25-49%
-%-%100%-%55%-%55%-%-%13%-%11%3%

-------------50-74%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*----*-***-**75-100%
100%-%-%-%-%76%-%76%74%67%-%59%16%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

***-********2Answered
100.008.6725.00-14.1577.5314.1577.5376.5870.928.6764.6727.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1022

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Aug' 2018Jul' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*c*b*a*e*d*c*b*aSignificance Level: 95%
2531152110Unweighted total
**1***1*2Weighted total

**1***1*10-24%
100%30%100%100%100%30%100%100%81%

-*---*--*25-49%
-%11%-%-%-%11%-%-%3%

---------50-74%
-%-%-%-%-%-%-%-%-%

-*---*--*75-100%
-%59%-%-%-%59%-%-%16%

---------Don't know
-%-%-%-%-%-%-%-%-%

**1***1*2Answered
10.5064.6713.8520.001.0064.6715.005.0027.39Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 48  (continuation)                                                                                                                                                   Page 1023

Bulk Mail (WRITE IN:) (QV6d1 Approximately what percentage of your monthly postal spend is allocated to each of the following types for letters and large letters.)
Base: All who use RM to send letters or large letters (QV6a2=1-2) using a RM specific service (QV6d= 1-10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

**2241--11718This is a negative to me
*%*%2%1%1%1%-%-%2%2%2%

This is not important to
me - don't mind if not

44932416113117123offered
10%10%12%11%12%9%11%9%8%11%11%

This is mandatory to me
713216166183511245263- a must have

20%36%29%22%19%29%29%31%27%23%23%

abeaaa

This is a ‘nice to have’
, but I can live without

1913248892172410323340it being offered
53%38%32%32%26%26%22%28%27%30%30%

abc

This is a 'great to
have' - makes a
difference and can sway

651996146223514376398my decision
17%15%26%34%42%35%37%31%36%35%35%

decde

1318411572124061024621661NET Important
37%51%55%56%61%64%67%63%63%58%58%

eeea

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 49                                                                                                                                                                   Page 1024

Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

*1-17*4521-22-18This is a negative to me
1%2%-%2%*%5%5%1%1%-%1%3%-%2%

akaijkmk

This is not important to
me - don't mind if not

64610612792214511*25123offered
12%8%10%11%12%9%8%12%14%16%7%1%19%11%

bbbbbbbbcbbcghjkl

This is mandatory to me
12161122334232440254281234263- a must have
22%28%18%23%35%28%22%22%25%12%17%17%26%23%

ckbcdfgjkmc

This is a ‘nice to have’
, but I can live without

14142428826213448257622738340it being offered
25%23%40%30%27%26%30%26%25%23%38%39%28%30%

adefhijlefjlml
m

This is a 'great to
have' - makes a
difference and can sway

212419334262739703315602835398my decision
40%40%32%35%26%33%35%39%34%49%37%41%26%35%

aiaiaiaik

3340305586050631105819884069661NET Important
62%68%50%58%61%61%56%60%59%62%54%58%52%58%

kacjkkk
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

11710812--322*-18This is a negative to me
1%2%4%1%3%-%-%1%1%8%*%-%2%

abdefg

This is not important to
me - don't mind if not

1610737864216430173101123offered
14%10%13%10%9%13%13%10%13%14%11%5%11%

This is mandatory to me
282347119111423574232193263- a must have
24%23%25%22%26%19%14%26%18%10%22%15%23%

dd

This is a ‘nice to have’
, but I can live without

273127426611443885505305340it being offered
23%31%26%31%26%37%24%29%39%20%35%29%30%

bhcehh

This is a 'great to
have' - makes a
difference and can sway

47351903091643616973711279398my decision
39%34%32%36%37%31%49%34%29%47%32%51%35%

bdegdbdeg

75586161500279592017160134612661NET Important
63%57%57%58%62%50%63%59%46%58%53%67%58%

bdgddd
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

82941418This is a negative to me
3%1%1%8%1%2%

a

This is not important to
me - don't mind if not

208946117123offered
7%4%14%12%11%11%

bc

This is mandatory to me
71531382261263- a must have
26%27%21%4%24%23%

aab

This is a ‘nice to have’
, but I can live without

647220316324340it being offered
23%37%30%34%30%30%

cc

This is a 'great to
have' - makes a
difference and can sway

1096222520379398my decision
40%31%34%42%35%35%

ab

18011536322639661NET Important
66%58%54%46%58%58%

ab
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

378-18------31518This is a negative to me
2%1%2%-%2%-%-%-%-%-%-%2%2%2%

This is not important to
me - don't mind if not

184560-123------18105123offered
9%8%15%-%11%-%-%-%-%-%-%10%11%11%

bccjcjcj

This is mandatory to me
63127727256--*--756199263- a must have
31%23%18%35%23%-%-%41%-%-%45%31%21%23%

abaaiaiai

This is a ‘nice to have’
, but I can live without

541751118332--*22446286340it being offered
27%32%28%41%30%-%-%59%89%86%26%25%30%30%

b

This is a 'great to
have' - makes a
difference and can sway

641921435393*--**459335398my decision
31%35%36%25%35%100%-%-%11%14%29%32%36%35%

12731921512649*-***11115534661NET Important
63%58%55%59%58%100%-%41%11%14%74%63%57%58%

aaia
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

---2--1613651881318This is a negative to me
-%-%-%11%-%-%2%2%2%1%2%1%1%2%

This is not important to
me - don't mind if not

---*-212173203012357117123offered
-%-%-%1%-%4%12%10%6%7%11%9%11%11%

bcedebde

This is mandatory to me
-2*651323618979111263172233263- a must have
-%45%18%38%23%25%23%26%24%26%23%27%23%23%

ac

This is a ‘nice to have’
, but I can live without

-2*3417314210114138340197310340it being offered
-%52%2%16%18%32%30%28%35%32%30%30%30%30%

acf

This is a 'great to
have' - makes a
difference and can sway

**261420357257104143398214360398my decision
100%3%81%34%59%38%34%35%32%33%35%33%35%35%

ab

*23121933593446182254661385592661NET Important
100%48%98%72%82%63%57%60%57%59%58%60%57%58%

ab
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

-2259-------518This is a negative to me
-%1%1%2%2%-%-%-%-%-%-%-%1%2%

This is not important to
me - don't mind if not

118272552-------30123offered
10%10%10%9%12%-%-%-%-%-%-%-%7%11%

This is mandatory to me
542636787*-*-24599263- a must have

42%25%24%24%21%70%-%70%-%31%80%79%24%23%

This is a ‘nice to have’
, but I can live without

1498681122----2*1135340it being offered
5%29%33%29%29%-%-%-%-%35%3%18%33%30%

This is a 'great to
have' - makes a
difference and can sway

55984100150*-*-21*140398my decision
43%35%32%36%36%30%-%30%-%34%16%3%34%35%

9101147166237*-*-456240661NET Important
85%60%56%60%56%100%-%100%-%65%97%82%58%58%
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

-18*182-3--12218This is a negative to me
-%2%*%2%2%-%1%-%-%1%2%1%2%

This is not important to
me - don't mind if not

-123312011*19*210710123offered
-%11%4%11%8%1%7%25%3%10%7%7%11%

b

This is mandatory to me
32592923340466*17233041263- a must have

58%23%42%22%28%23%25%19%29%21%31%25%23%

a

This is a ‘nice to have’
, but I can live without

23381932150781117362262340it being offered
36%30%27%30%36%38%30%53%29%33%23%39%30%

b

This is a 'great to
have' - makes a
difference and can sway

*3981838037797*23393645398my decision
6%35%26%35%27%39%36%3%39%36%37%28%35%

c

4657486137812163*41616686661NET Important
64%58%69%57%55%61%61%22%68%57%68%53%58%

aaa
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-1135*5-1*118This is a negative to me
-%1%1%2%*%2%-%1%*%3%2%

This is not important to
me - don't mind if not

-15108338222118*123offered
-%14%11%10%7%7%11%6%8%1%11%

This is mandatory to me
-15217723080247319263- a must have
-%13%22%23%28%25%12%28%31%21%23%

cc

This is a ‘nice to have’
, but I can live without

-40283107361034533314340it being offered
-%36%29%34%33%32%29%31%32%32%30%

This is a 'great to
have' - makes a
difference and can sway

-42345101351087562918398my decision
-%37%36%32%32%34%47%33%29%43%35%

-565611736518991046027661NET Important
-%50%58%54%60%59%59%62%60%64%58%

c
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

110185813-135-18418This is a negative to me
20%1%2%1%1%1%-%1%1%2%-%1%1%2%2%

This is not important to
me - don't mind if not

-721032557117-71520-65023123offered
-%10%11%7%9%11%-%9%5%8%-%9%9%9%11%

c

This is mandatory to me
218019186171232*197266-914464263- a must have

38%26%21%25%27%23%5%24%25%26%-%12%25%26%23%

aacc

This is a ‘nice to have’
, but I can live without

11802871131953102288391-2517280340it being offered
28%26%32%32%30%30%56%34%30%36%-%34%30%32%30%

b

This is a 'great to
have' - makes a
difference and can sway

125030912421336022710874-3219375398my decision
14%36%34%35%33%35%39%33%38%29%-%44%34%31%35%

aab

3431500210384592246180140-41336140661NET Important
52%62%55%60%60%57%44%56%64%55%-%56%59%57%58%

aa
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

---11015--43518This is a negative to me
-%-%-%5%2%2%-%-%2%2%2%2%

This is not important to
me - don't mind if not

*-*-6490*720615123offered
6%-%2%-%10%11%1%13%10%4%6%11%

abebe

This is mandatory to me
2747169164610494344263- a must have

31%61%38%35%26%20%16%18%26%26%18%23%

aaa

This is a ‘nice to have’
, but I can live without

*3471692612324675692340it being offered
3%22%44%35%26%32%59%44%35%34%39%30%

babcd

This is a 'great to
have' - makes a
difference and can sway

5225245283914515583398my decision
59%17%16%25%37%35%23%25%27%34%35%35%

c

79512414447152410098127661NET Important
90%78%54%60%63%55%40%43%52%60%53%58%

adee
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

153114-3187181418131818This is a negative to me
2%2%4%1%-%1%2%1%2%2%2%1%2%2%

This is not important to
me - don't mind if not

111124101115112661197811793115123offered
12%6%12%10%38%7%10%11%11%9%11%10%11%11%

acc

This is mandatory to me
2164712231-43240152256207253224253263- a must have

22%26%35%24%-%19%22%25%23%24%23%25%23%23%

c

This is a ‘nice to have’
, but I can live without

284566283-74322184337270326270323340it being offered
30%31%18%29%-%34%30%30%30%31%30%30%30%30%

This is a 'great to
have' - makes a
difference and can sway

3346510349285378204379308384307381398my decision
35%36%31%36%62%39%35%33%34%35%35%34%35%35%

549112235812128617356634515637531633661NET Important
57%61%66%59%62%58%58%58%57%59%58%58%58%58%
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

71117-1315-1--118This is a negative to me
1%2%2%-%1%2%2%-%1%-%-%1%2%

This is not important to
me - don't mind if not

48751144425899103*12123offered
10%11%12%8%4%12%11%8%7%7%7%8%11%

a

This is mandatory to me
94168213143455173333514144263- a must have
20%25%22%26%30%27%21%29%23%41%21%27%23%

bcbbb

This is a ‘nice to have’
, but I can live without

150189295123051254314512247340it being offered
31%29%30%22%27%25%31%28%30%36%65%29%30%

This is a 'great to
have' - makes a
difference and can sway

17822132924426828841585*59398my decision
37%33%34%44%37%34%35%36%39%16%7%36%35%

a

27238954238751224617493201102661NET Important
57%59%56%70%68%60%56%65%62%57%27%63%58%

ccb
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

1-21*2-2-2-318This is a negative to me
3%-%3%3%1%3%-%6%-%5%-%2%2%

d

This is not important to
me - don't mind if not

11-315512*3211123offered
24%-%5%2%10%6%8%4%1%7%13%8%11%

abdd

This is mandatory to me
331414131449412237263- a must have
7%31%25%46%28%18%25%24%22%26%15%26%23%

dbd

This is a ‘nice to have’
, but I can live without

1752061129510712646340it being offered
38%52%35%19%24%37%29%25%34%26%53%33%30%

aaadacd

This is a 'great to
have' - makes a
difference and can sway

1221991728616917242398my decision
28%18%33%29%37%36%38%41%43%36%18%30%35%

abb

1553423304210251329479661NET Important
35%48%58%75%65%54%63%65%65%63%34%57%58%

dbdbbb

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 49  (continuation)                                                                                                                                                   Page 1037

Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

62**-12-4-2218This is a negative to me
7%2%*%*%-%1%3%-%2%-%2%1%2%

adeghij

This is not important to
me - don't mind if not

51010971388143925123offered
7%10%12%7%8%14%14%12%10%9%13%13%11%

This is mandatory to me
22111225261824163822741263- a must have
29%12%14%19%30%20%39%24%25%7%37%21%23%

jkjkadegijkjkjkadgijk

This is a ‘nice to have’
, but I can live without

193028492431132150121252340it being offered
25%31%33%38%27%33%20%32%33%41%16%27%30%

bbabflbfbbf

This is a 'great to
have' - makes a
difference and can sway

254336453030152143132374398my decision
33%45%42%35%35%32%24%32%29%43%32%38%35%

dfdfdf

4854487056483937811550115661NET Important
61%57%55%54%64%52%63%56%54%50%69%59%58%

dg
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

816418This is a negative to me
3%*%2%1%2%

cc

This is not important to
me - don't mind if not

25293138123offered
10%9%11%13%11%

This is mandatory to me
45697871263- a must have
17%22%28%24%23%

dd

This is a ‘nice to have’
, but I can live without

771048476340it being offered
30%34%30%25%30%

a

This is a 'great to
have' - makes a
difference and can sway

10410579110398my decision
40%34%29%37%35%

bb

149174157180661NET Important
58%57%57%61%58%
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Low cost (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a postal
provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

*211121***2020This is a negative to me
*%5%1%4%*%1%1%2%1%2%2%

aea

This is not important to
me - don't mind if not

8711487610136209218offered
23%19%14%17%22%15%10%19%15%19%19%

e

This is mandatory to me
1211257773152310281296- a must have
34%31%33%27%21%24%24%20%26%26%26%

aa

This is a ‘nice to have’
, but I can live without

1110246684183510266284it being offered
30%29%32%24%24%29%32%34%26%25%25%

a

This is a 'great to
have' - makes a
difference and can sway

461478115193413304323my decision
12%16%19%28%33%31%32%25%33%28%28%

decde

171639155188355723585619NET Important
46%47%52%55%54%55%57%45%59%54%54%

ccc
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

11117-23622*3*20This is a negative to me
2%2%2%2%-%2%2%3%2%6%*%4%*%2%

caciaci

This is not important to
me - don't mind if not

9121318526102730243221132218offered
16%20%21%19%26%12%25%17%24%9%14%16%24%19%

cdhmcdhchcdh

This is mandatory to me
13161325423272947198411545296- a must have
25%27%22%26%23%32%26%26%19%25%25%22%34%26%

eek

This is a ‘nice to have’
, but I can live without

14141623922152646279432129284it being offered
26%24%26%25%22%19%24%25%28%29%26%31%22%25%

This is a 'great to
have' - makes a
difference and can sway

161517275282926532710571926323my decision
31%26%28%28%28%35%24%29%27%32%35%27%19%28%

aaaag

3031305285155551004618983471619NET Important
56%53%51%54%51%67%49%55%46%57%60%49%54%54%

begijkle
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

31710115--86-1*20This is a negative to me
3%2%3%1%1%-%-%3%4%-%2%3%2%

ahgh

This is not important to
me - don't mind if not

26193561637914657385153218offered
21%19%20%19%18%12%20%20%30%21%18%16%19%

begh

This is mandatory to me
262709020610547384205275296- a must have
22%26%32%24%23%40%10%29%16%22%31%29%26%

adfdefhdfhdff

This is a ‘nice to have’
, but I can live without

3125258225114321268277192284it being offered
26%25%21%26%26%27%38%24%21%28%23%14%25%

babde

This is a 'great to
have' - makes a
difference and can sway

3429068255144251070387237323my decision
28%28%24%30%32%21%32%24%29%29%27%39%28%

begg

60560159461248721415458124912619NET Important
50%55%56%54%56%61%42%54%45%51%58%67%54%

ddfddf
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

511521920This is a negative to me
2%1%2%4%2%2%

This is not important to
me - don't mind if not

26371564214218offered
9%19%23%8%20%19%

ccb

This is mandatory to me
99571396290296- a must have
36%29%21%12%27%26%

abab

This is a ‘nice to have’
, but I can live without

515018218266284it being offered
19%25%27%39%24%25%

cca

This is a 'great to
have' - makes a
difference and can sway

925317718306323my decision
34%27%26%37%28%28%

ab

19111031623596619NET Important
70%55%47%50%54%54%

aba
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

489*20--*--*31720This is a negative to me
2%1%2%2%2%-%-%41%-%-%1%2%2%2%

This is not important to
me - don't mind if not

1895105*218----**18200218offered
9%17%27%1%19%-%-%-%-%7%1%10%21%19%

cbcbcjjbcj

This is mandatory to me
801536410286--*2-870216296- a must have
40%28%16%48%26%-%-%41%89%-%51%39%23%26%

abaaiaiai

This is a ‘nice to have’
, but I can live without

441361045279--*-2339240284it being offered
22%25%26%23%25%-%-%18%-%86%17%22%26%25%

This is a 'great to
have' - makes a
difference and can sway

571551125318*--**452267323my decision
28%28%28%25%28%100%-%-%11%7%30%28%28%28%

13730717615605*-*2*12122483619NET Important
68%56%45%74%54%100%-%41%100%7%81%67%51%54%

abaaiaiai
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

--1-2*17136220101620This is a negative to me
-%-%38%-%8%*%2%2%2%*%2%2%2%2%

abdddd

This is not important to
me - don't mind if not

--*226208126584021898199218offered
-%-%3%14%9%11%20%17%18%9%19%15%19%19%

bddbddbd

This is mandatory to me
-2*4514271217101155296204263296- a must have
-%45%16%21%23%28%26%29%31%36%26%32%26%26%

aacacfac

This is a ‘nice to have’
, but I can live without

-2*761325517573107284155258284it being offered
-%55%3%45%26%25%24%24%23%25%25%24%25%25%

This is a 'great to
have' - makes a
difference and can sway

*-1381929221284124323181294323my decision
100%-%40%20%35%36%28%29%26%29%28%28%29%28%

*2271333563429186279619385558619NET Important
100%45%55%42%58%64%54%58%58%65%54%59%54%54%

aabcefac
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

22548------*220This is a negative to me
15%1%2%1%2%-%-%-%-%-%-%3%*%2%

This is not important to
me - don't mind if not

526415988-----**40218offered
45%15%16%21%21%-%-%-%-%-%3%1%10%19%

This is mandatory to me
167747381*-*-235145296- a must have

11%40%28%26%19%56%-%56%-%31%58%66%35%26%

abcaa

This is a ‘nice to have’
, but I can live without

1377557114*-*-212102284it being offered
8%22%29%20%27%13%-%13%-%35%26%27%25%25%

bb

This is a 'great to
have' - makes a
difference and can sway

2376785131*-*-21*121323my decision
21%22%26%31%31%30%-%30%-%35%13%3%30%28%

dd

4105141159211*-*-435267619NET Important
32%62%54%57%50%87%-%87%-%65%71%68%65%54%

aca
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

-20*201-1-*11-20This is a negative to me
-%2%*%2%*%-%*%-%*%1%1%-%2%

This is not important to
me - don't mind if not

221632159328*571017218offered
33%19%4%20%6%14%11%12%9%7%11%11%19%

b

This is mandatory to me
22943326352498126353558296- a must have

43%26%47%25%37%21%37%65%43%32%36%36%26%

a

This is a ‘nice to have’
, but I can live without

12821426936864-12291947284it being offered
21%25%21%25%25%39%24%-%19%27%20%29%25%

This is a 'great to
have' - makes a
difference and can sway

*3231930443574*17373238323my decision
2%28%28%28%31%26%28%23%28%34%33%24%28%

a

361752567969172243716697619NET Important
45%54%75%53%68%47%65%88%71%66%69%60%54%

a
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-1162*2-**-20This is a negative to me
-%*%2%1%*%1%-%*%*%-%2%

This is not important to
me - don't mind if not

-1719837*4026**218offered
-%15%20%12%*%12%13%4%*%*%19%

ab

This is mandatory to me
-27239107421134694019296- a must have
-%24%25%34%39%35%29%41%40%46%26%

bc

This is a ‘nice to have’
, but I can live without

-35243663572450349284it being offered
-%31%25%21%32%22%24%30%33%22%25%

aa

This is a 'great to
have' - makes a
difference and can sway

-3327010631935432713323my decision
-%29%28%33%28%29%35%26%26%32%28%

b

-6150821373206101126733619NET Important
-%54%53%67%67%65%64%66%66%77%54%

bc
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

-131521016-*2*-19120This is a negative to me
-%2%2%*%2%2%-%*%1%*%-%2%2%*%2%

This is not important to
me - don't mind if not

-1571533697199-103119-99322218offered
-%23%17%10%15%19%-%12%11%7%-%12%16%9%19%

acbca

This is mandatory to me
3151255125204263*3188109-2117496296- a must have

65%22%28%35%32%26%2%38%31%42%-%29%31%39%26%

baabbc

This is a ‘nice to have’
, but I can live without

1178221821532584166863-2013954284it being offered
24%26%24%23%24%25%87%19%24%25%-%27%25%22%25%

This is a 'great to
have' - makes a
difference and can sway

1194263107180294*259465-2315274323my decision
11%28%29%30%28%29%11%30%33%25%-%31%27%30%28%

a

4344518232384557156182174-44325170619NET Important
76%50%57%66%60%54%13%68%65%68%-%60%57%69%54%

babab
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

---11314***2*20This is a negative to me
-%-%-%6%2%2%*%*%*%1%*%2%

This is not important to
me - don't mind if not

*-*215013954161824218offered
3%-%1%12%23%17%12%8%9%11%10%19%

a

This is mandatory to me
19361362241123834789296- a must have

14%79%27%31%21%28%28%41%44%29%37%26%

bbbeb

This is a ‘nice to have’
, but I can live without

21451732101317434454284it being offered
30%12%42%28%26%26%34%31%22%27%23%25%

ac

This is a 'great to
have' - makes a
difference and can sway

41351842261011485272323my decision
54%9%30%24%28%28%26%20%25%32%30%28%

d

510611320450213413298161619NET Important
67%88%58%55%49%55%54%61%69%60%67%54%

bbee
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

191-18152010191720172020This is a negative to me
2%1%-%2%38%2%2%2%2%2%2%2%2%2%

This is not important to
me - don't mind if not

197215183-2720989211138209151209218offered
21%12%16%19%-%12%20%15%19%16%19%17%19%19%

aacddd

This is mandatory to me
2346213250-71274187288246281245276296- a must have

24%34%37%25%-%32%26%30%26%28%26%27%25%26%

bbb

This is a ‘nice to have’
, but I can live without

2354910237-56260160281225268231267284it being offered
24%27%28%24%-%25%24%26%25%26%24%25%25%25%

This is a 'great to
have' - makes a
difference and can sway

275497291263306167310251319263316323my decision
29%27%19%30%62%29%29%27%28%29%29%29%29%28%

508111195412134580354598497600508592619NET Important
53%61%56%55%62%61%54%58%54%57%55%56%54%54%

bb
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Fast delivery (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in choosing a
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

911192*615--*--20This is a negative to me
2%2%2%3%*%3%2%-%-%1%-%-%2%

a

This is not important to
me - don't mind if not

10111720737411621272-8218offered
21%18%21%5%6%20%20%10%4%5%-%5%19%

abaa

This is mandatory to me
121176248153447208395518263296- a must have

25%26%26%27%30%23%25%34%37%52%67%38%26%

bc

This is a ‘nice to have’
, but I can live without

117166233183147208284410147284it being offered
25%25%24%33%28%23%25%25%30%28%19%29%25%

This is a 'great to
have' - makes a
difference and can sway

12919426218406122635445*45323my decision
27%29%27%33%36%30%28%31%29%14%14%27%28%

ca

25037051032731084347498232107619NET Important
52%56%53%59%66%53%53%65%66%66%81%66%54%

cbc
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

*--1***-***120This is a negative to me
*%-%-%3%*%*%*%-%*%*%*%1%2%

b

This is not important to
me - don't mind if not

13212613112324330218offered
30%23%21%21%29%15%15%9%11%10%28%21%19%

accdcd

This is mandatory to me
831671119612715136296- a must have

17%30%27%21%24%24%35%32%34%33%13%26%26%

bbb

This is a ‘nice to have’
, but I can live without

143148112149311638284it being offered
33%31%25%27%25%27%27%23%13%25%50%28%25%

dacdd

This is a 'great to
have' - makes a
difference and can sway

921681026414915134323my decision
20%16%28%27%22%34%22%37%42%32%9%24%28%

ddabbb

165321521459261530370619NET Important
37%46%55%48%46%58%58%68%76%65%22%50%54%

dddababb
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

33**13121--620This is a negative to me
3%3%*%*%1%4%2%3%1%-%-%3%2%

djdj

This is not important to
me - don't mind if not

7241725151710123561039218offered
9%25%20%20%18%18%17%18%23%21%14%20%19%

lllll

This is mandatory to me
28151945322821173721835296- a must have
36%15%22%35%37%30%33%26%25%6%25%18%26%

adjkadjkadjkakaka

This is a ‘nice to have’
, but I can live without

19212028252010204191357284it being offered
25%22%23%22%29%22%16%29%28%29%18%29%25%

fff

This is a 'great to
have' - makes a
difference and can sway

213330301424191535133257323my decision
27%35%34%23%17%26%32%23%23%44%43%30%28%

dhdhhadeghilh

494849754652403372155092619NET Important
63%50%57%58%53%56%65%49%48%50%68%47%54%

adadeadek
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

554620This is a negative to me
2%1%2%2%2%

This is not important to
me - don't mind if not

48585855218offered
18%19%21%19%19%

This is mandatory to me
621057554296- a must have
24%34%27%18%26%

abda

This is a ‘nice to have’
, but I can live without

60737179284it being offered
23%24%26%27%25%

This is a 'great to
have' - makes a
difference and can sway

836869102323my decision
32%22%25%34%28%

bcbc

145173145157619NET Important
56%56%52%53%54%
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

*3210*1-*12021This is a negative to me
*%9%2%3%*%1%-%1%2%2%2%

aeaa

This is not important to
me - don't mind if not

4615477510226214224offered
10%18%20%17%22%16%18%16%15%20%20%

ee

This is mandatory to me
1013267557162410256272- a must have
27%38%34%27%16%26%28%26%25%24%24%

aaaa

This is a ‘nice to have’
, but I can live without

168227797172511293310it being offered
46%23%30%27%28%28%25%29%28%27%27%

abcd

This is a 'great to
have' - makes a
difference and can sway

641072120193412297315my decision
17%11%13%26%34%30%30%28%30%27%28%

cdbcde

161735146177355821552587NET Important
44%50%47%52%51%55%57%54%55%51%51%
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

11*18*24522-2221This is a negative to me
2%2%1%2%*%2%3%3%2%6%-%3%2%2%

cccikc

This is not important to
me - don't mind if not

1010141902213244221321637224offered
19%16%23%20%23%16%21%23%22%11%13%9%28%20%

bcbcbcbbcbbcdjl

This is mandatory to me
13161422917282642174432031272- a must have
24%27%23%24%17%34%24%23%17%13%26%29%24%24%

deij

This is a ‘nice to have’
, but I can live without

131516266292632463414392325310it being offered
24%26%27%27%29%31%28%25%34%45%24%34%19%27%

aaaacfjklma

This is a 'great to
have' - makes a
difference and can sway

17171626530142648248611837315my decision
31%29%27%27%31%17%23%26%25%25%37%26%28%28%

hhhhefghjk

2933304954742529041121043869587NET Important
55%56%50%51%48%51%47%49%42%38%64%55%52%51%

edeadefgij

k
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Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

1207147*-76-1-21This is a negative to me
1%2%2%2%2%*%-%2%4%-%1%-%2%

gh

This is not important to
me - don't mind if not

29194421819414664241091224offered
24%19%15%21%21%12%19%22%19%45%10%8%20%

bbgbgbabdefgh

This is mandatory to me
25247831899238679232294272- a must have
21%24%29%22%21%32%17%27%18%11%34%22%24%

acdhcdhcdfh

This is a ‘nice to have’
, but I can live without

2828279231123291177403235310it being offered
23%28%28%27%27%25%33%27%31%15%27%27%27%

This is a 'great to
have' - makes a
difference and can sway

3827871244131371060377247315my decision
31%27%25%28%29%31%30%21%29%29%28%43%28%

eee

6252515443322374151396095211587NET Important
52%51%55%50%50%63%48%48%46%40%61%65%51%

cdehcdehcd
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

5115-2121This is a negative to me
2%1%2%-%2%2%

This is not important to
me - don't mind if not

243916010213224offered
9%20%24%22%19%20%

cc

This is mandatory to me
99541184268272- a must have
36%27%18%9%24%24%

abab

This is a ‘nice to have’
, but I can live without

576019420290310it being offered
21%30%29%42%27%27%

cca

This is a 'great to
have' - makes a
difference and can sway

884318312303315my decision
32%22%27%27%28%28%

b

1869730117570587NET Important
69%49%45%36%52%51%

abb
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

768*21-----*71421This is a negative to me
3%1%2%1%2%-%-%-%-%-%1%4%1%2%

bai

This is not important to
me - don't mind if not

18911141222----*117205224offered
9%17%29%6%20%-%-%-%-%4%7%9%22%20%

cbcbcjbcj

This is mandatory to me
831325810262--*22672189272- a must have
41%24%15%51%23%-%-%41%89%79%42%40%20%24%

abaaiaiai

This is a ‘nice to have’
, but I can live without

491521094306*-*-*345261310it being offered
24%28%28%19%27%100%-%41%-%9%21%25%28%27%

This is a 'great to
have' - makes a
difference and can sway

461651045310--***441270315my decision
23%30%27%24%28%-%-%18%11%7%29%22%29%28%

cb

12829716215572--*2210113459587NET Important
63%54%41%75%51%-%-%59%100%87%71%62%49%51%

abaaiaiai
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

--1-**19169521111621This is a negative to me
-%-%38%-%*%1%2%2%3%1%2%2%2%2%

d

This is not important to
me - don't mind if not

-**498203122544422486205224offered
-%3%3%23%38%15%19%16%17%10%20%13%20%20%

abddbdfbdf

This is mandatory to me
-2*341924418882139272192236272- a must have
-%45%16%21%17%36%23%25%26%32%24%30%23%24%

acacefacf

This is a ‘nice to have’
, but I can live without

*2*661528120284118310178287310it being offered
100%50%2%36%26%29%27%27%26%28%27%28%28%27%

This is a 'great to
have' - makes a
difference and can sway

-*1341029621493122315179288315my decision
-%3%41%20%18%20%28%29%29%29%28%28%28%28%

-227829540402176261587372524587NET Important
-%48%57%41%36%56%52%54%54%61%51%57%51%51%

cacefac
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

-*868-------521This is a negative to me
-%*%3%2%2%-%-%-%-%-%-%-%1%2%

ddd

This is not important to
me - don't mind if not

3294149102-----1*42224offered
25%17%16%18%24%-%-%-%-%-%20%1%10%20%

bcd

This is mandatory to me
556686776*-*-434129272- a must have

44%33%26%24%18%13%-%13%-%66%58%56%31%24%

abcaa

This is a ‘nice to have’
, but I can live without

1458068117*-*-2*1115310it being offered
10%26%30%24%28%87%-%87%-%34%7%15%28%27%

This is a 'great to
have' - makes a
difference and can sway

2406688118-----12120315my decision
21%24%25%32%28%-%-%-%-%-%15%28%29%28%

cd

797134155194*-*-436248587NET Important
65%57%51%56%46%13%-%13%-%66%73%84%61%51%

aa
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

-212191-4--41*21This is a negative to me
-%2%2%2%1%-%1%-%-%4%1%*%2%

a

This is not important to
me - don't mind if not

4220621712*31-761517224offered
67%19%9%20%8%1%12%-%11%5%15%10%20%

bc

This is mandatory to me
12713523754777130362845272- a must have

10%24%51%22%38%38%29%60%49%33%29%28%24%

aaabc

This is a ‘nice to have’
, but I can live without

1309930138971*9262756310it being offered
24%27%13%28%27%47%27%12%14%24%28%35%27%

bdcd

This is a 'great to
have' - makes a
difference and can sway

-3151729836382115372743315my decision
-%28%24%28%26%14%31%28%25%34%28%27%28%

1587525359110159245735587587NET Important
10%52%75%50%64%52%60%88%75%67%56%54%51%

aaba
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-116123-32121This is a negative to me
-%1%2%*%2%1%-%2%2%3%2%

a

This is not important to
me - don't mind if not

-162032783641382224offered
-%14%21%8%7%11%25%8%8%4%20%

aac

This is mandatory to me
-2921111543962613914272- a must have
-%26%22%36%39%30%16%36%39%34%24%

bc

This is a ‘nice to have’
, but I can live without

-342718231873492814310it being offered
-%30%28%26%29%27%20%29%28%33%27%

This is a 'great to
have' - makes a
difference and can sway

-342659326976432511315my decision
-%30%27%29%24%30%39%25%24%27%28%

-634762096819381046426587NET Important
-%56%49%66%63%61%55%62%63%61%51%

bc
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

-131551116--33-211121This is a negative to me
-%2%2%1%2%2%-%-%1%1%-%2%2%1%2%

This is not important to
me - don't mind if not

*17214037862052133317-98016224offered
3%25%15%11%13%20%39%16%12%7%-%12%14%6%20%

abcaaaa

This is mandatory to me
415324211019223613984101-2715897272- a must have

77%22%27%31%30%23%16%48%30%40%-%36%28%39%24%

baabbbb

This is a ‘nice to have’
, but I can live without

118923897176287*188064-2216159310it being offered
10%27%26%27%27%28%6%22%28%25%-%29%28%24%27%

This is a 'great to
have' - makes a
difference and can sway

*1662721041792882128270-1515673315my decision
9%24%30%30%28%28%39%15%29%27%-%20%28%30%28%

bccc

5319514214370524251166171-42314171587NET Important
86%46%57%61%57%51%55%63%59%67%-%56%55%69%51%

baabbc
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

---21315--13121This is a negative to me
-%-%-%11%2%2%-%-%1%2%*%2%

This is not important to
me - don't mind if not

32*516512874101620224offered
37%16%3%24%25%16%19%7%5%10%8%20%

aabcdc

This is mandatory to me
16351412041227794874272- a must have

17%52%29%27%21%25%30%49%42%30%31%24%

abeab

This is a ‘nice to have’
, but I can live without

-2431812251516545268310it being offered
-%15%44%17%28%28%38%29%28%32%28%27%

This is a 'great to
have' - makes a
difference and can sway

422415824159464377315my decision
46%17%25%21%24%30%14%16%24%27%32%28%

bdecde

5859299445173512592151587NET Important
63%69%54%48%45%55%43%64%66%57%63%51%

bebeee
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

192116-2195171619151921This is a negative to me
2%1%3%2%-%1%2%1%2%2%2%2%2%2%

This is not important to
me - don't mind if not

19627619512721179220154208165208224offered
20%15%17%20%38%12%20%13%20%18%19%18%19%20%

ac

This is mandatory to me
2205210234-73251169268223265237261272- a must have

23%28%29%24%-%33%23%28%24%25%24%26%24%24%

bb

This is a ‘nice to have’
, but I can live without

258539261-48288175302231296233295310it being offered
27%29%26%27%-%22%27%29%27%26%27%26%27%27%

c

This is a 'great to
have' - makes a
difference and can sway

267489273269301184302254310257306315my decision
28%27%26%28%62%31%28%30%27%29%28%28%28%28%

487100195072142552353570477575494567587NET Important
51%55%54%52%62%65%52%58%51%54%52%54%52%51%

abb
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

101018-3417-3--321This is a negative to me
2%2%2%-%3%2%2%-%2%-%-%2%2%

This is not important to
me - don't mind if not

1091151968174116317152-15224offered
23%17%20%15%15%20%20%15%10%5%-%9%20%

a

This is mandatory to me
104168215233252183374321252272- a must have

22%25%22%42%29%26%22%32%29%60%67%32%24%

cbb

This is a ‘nice to have’
, but I can live without

1241862778245622723457149310it being offered
26%28%29%15%22%28%28%21%30%19%23%30%27%

b

This is a 'great to
have' - makes a
difference and can sway

13118426215355022937435*44315my decision
27%28%27%28%32%25%28%32%29%16%10%27%28%

2353524773867102412738626297587NET Important
49%53%49%70%61%50%50%65%58%76%77%59%51%

ccbcb
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

*1*11*-*-*-321This is a negative to me
1%11%*%3%2%*%-%1%-%1%-%2%2%

b

This is not important to
me - don't mind if not

14112612102325230224offered
31%14%20%19%25%13%15%9%9%11%21%22%20%

accd

This is mandatory to me
73164619311613331272- a must have

16%29%27%14%14%25%19%29%29%27%22%23%24%

addd

This is a ‘nice to have’
, but I can live without

15316101722611513542310it being offered
33%30%28%31%36%29%35%28%26%29%40%30%27%

This is a 'great to
have' - makes a
difference and can sway

9215101025513715233315my decision
19%16%25%32%22%33%31%34%36%32%17%23%28%

ddabab

165301417458241327564587NET Important
35%46%52%46%36%58%51%63%65%60%40%46%51%

dddabab
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

2512-*213--621This is a negative to me
2%5%1%1%-%*%3%2%2%-%-%3%2%

ghg

This is not important to
me - don't mind if not

1423183514148133381329224offered
19%24%21%27%16%16%13%20%22%26%18%15%20%

afgaf

This is mandatory to me
2451733323816183321638272- a must have
31%5%20%25%37%41%25%28%22%6%22%19%24%

akkkabdjkabdefijkkkkkk

This is a ‘nice to have’
, but I can live without

23273130242313154561954310it being offered
30%29%35%23%28%25%21%23%30%19%25%28%27%

efi

This is a 'great to
have' - makes a
difference and can sway

143520291717231935152567315my decision
18%37%23%23%19%18%38%28%23%49%34%35%28%

dghijldghijlghldghijl

3840376249553937681641105587NET Important
49%42%43%48%56%60%63%56%46%55%56%54%51%

jdjkdijkdj
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

726621This is a negative to me
3%1%2%2%2%

c

This is not important to
me - don't mind if not

56635450224offered
22%21%20%17%20%

This is mandatory to me
461036755272- a must have
18%33%24%19%24%

abdd

This is a ‘nice to have’
, but I can live without

81777379310it being offered
31%25%26%26%27%

This is a 'great to
have' - makes a
difference and can sway

696377107315my decision
26%20%28%36%28%

cbcd

115166144162587NET Important
44%54%52%55%51%

ddd
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Next day delivery option (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

2-514112*114244This is a negative to me
5%-%7%5%3%4%2%4%4%4%4%

d

This is not important to
me - don't mind if not

431036448125144152offered
11%9%13%13%13%13%12%13%14%13%13%

This is mandatory to me
13203190108193511370389- a must have
36%58%41%32%31%30%30%32%29%34%34%

abce

This is a ‘nice to have’
, but I can live without

106147388162310257272it being offered
28%16%19%26%25%25%27%20%26%24%24%

This is a 'great to
have' - makes a
difference and can sway

76146798183510266284my decision
19%16%19%24%28%28%28%32%27%25%25%

2026451572063751022637673NET Important
55%75%60%56%59%58%58%63%56%59%59%

abe
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

12239-4685292144This is a negative to me
3%3%3%4%-%5%6%4%5%7%6%3%1%4%

iiiiiiai

This is not important to
me - don't mind if not

66713314111122233131224152offered
12%10%11%14%14%13%10%12%23%10%8%17%18%13%

ccfgjklmcl

This is mandatory to me
172319330362438652710641453389- a must have
31%39%32%34%36%29%34%35%27%31%39%21%40%34%

bebbbbb

This is a ‘nice to have’
, but I can live without

151017231241328422710362129272it being offered
28%17%28%24%24%16%25%23%27%32%22%31%22%24%

hlhlllhlhl

This is a 'great to
have' - makes a
difference and can sway

14181523625302845176402026284my decision
27%31%25%24%25%36%25%25%17%20%25%28%19%25%

aeaefj

31413456760546611044161053478673NET Important
58%70%58%58%61%66%59%60%45%51%64%49%59%59%

ebdefjkmeeeeeeee
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

6381232204-97*4-44This is a negative to me
5%4%4%4%4%3%-%3%6%1%5%-%4%

This is not important to
me - don't mind if not

2412830122739524264112152offered
20%13%11%14%16%8%14%8%20%15%13%11%13%

aegeg

This is mandatory to me
30360111278146519105314356389- a must have
25%35%39%32%33%43%28%37%24%19%41%34%34%

badcdhcdcd

This is a ‘nice to have’
, but I can live without

2524755218972711802810164272it being offered
21%24%19%25%22%23%33%28%22%44%18%25%24%

bbbhbdegh

This is a 'great to
have' - makes a
difference and can sway

352497520911127870385195284my decision
29%24%27%24%25%23%25%24%29%20%23%31%25%

6460918648825878171766995511673NET Important
54%60%66%57%58%66%53%61%53%39%64%64%59%

accdccc
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

1342714344This is a negative to me
5%2%4%3%4%4%

This is not important to
me - don't mind if not

19251083149152offered
7%13%16%6%14%13%

cc

This is mandatory to me
1157320012378389- a must have

42%37%30%25%35%34%

aa

This is a ‘nice to have’
, but I can live without

514717218255272it being offered
19%24%26%37%23%24%

ca

This is a 'great to
have' - makes a
difference and can sway

744816214270284my decision
27%24%24%29%25%25%

18912136225648673NET Important
69%61%54%54%59%59%

aba
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

111914-44------113344This is a negative to me
5%3%4%-%4%-%-%-%-%-%-%6%4%4%

This is not important to
me - don't mind if not

1766704148---2-212136152offered
8%12%18%21%13%-%-%-%89%-%16%7%14%13%

bcbbbb

This is mandatory to me
911941049380--1-*982298389- a must have
45%36%26%46%34%-%-%100%-%2%58%45%32%34%

abaaaiai

This is a ‘nice to have’
, but I can live without

391221124268----2235234272it being offered
19%22%28%21%24%-%-%-%-%86%14%19%25%24%

bcb

This is a 'great to
have' - makes a
difference and can sway

45145942282*--**242239284my decision
22%27%24%11%25%100%-%-%11%12%11%23%25%25%

cjcj

13633919812662*-1**10125537673NET Important
67%62%50%58%59%100%-%100%11%14%70%68%57%59%

aaai
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

-2-*133724142244273744This is a negative to me
-%50%-%1%6%7%4%3%4%5%4%4%4%4%

f

This is not important to
me - don't mind if not

--***914286393515276144152offered
-%-%2%3%1%18%14%12%12%8%13%12%14%13%

ccddddd

This is mandatory to me
-2*4817358278120176389263342389- a must have
-%48%16%24%33%33%34%37%37%41%34%41%33%34%

aacac

This is a ‘nice to have’
, but I can live without

--27492501717689272131253272it being offered
-%-%77%40%19%17%24%23%23%21%24%20%25%24%

bb

This is a 'great to
have' - makes a
difference and can sway

***5101325618374106284150256284my decision
100%3%5%32%42%25%25%25%23%25%25%23%25%25%

a

*2191730614461194282673413597673NET Important
100%50%21%56%74%58%59%62%60%66%59%64%58%59%

aacac
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choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

-611820----2--2144This is a negative to me
-%3%4%3%5%-%-%-%-%34%-%-%5%4%

This is not important to
me - don't mind if not

-20224564----*-*35152offered
-%12%9%16%15%-%-%-%-%1%-%1%8%13%

cc

This is mandatory to me
67410887114*-*-215168389- a must have

52%43%41%31%27%56%-%56%-%31%20%69%41%34%

abab

This is a ‘nice to have’
, but I can live without

*366361112----21*85272it being offered
3%21%24%22%27%-%-%-%-%35%25%1%21%24%

This is a 'great to
have' - makes a
difference and can sway

5345876111*-*--32102284my decision
45%20%22%28%26%44%-%44%-%-%55%28%25%25%

d

11108166164225*-*-247270673NET Important
97%64%63%59%53%100%-%100%-%31%75%98%66%59%

aa
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

-441435215-166944This is a negative to me
-%4%1%4%4%10%6%-%2%6%6%6%4%

This is not important to
me - don't mind if not

-152514712320-86615152offered
-%13%8%14%8%16%8%-%14%5%6%9%13%

bc

This is mandatory to me
338735354576112129414263389- a must have

48%34%51%33%41%34%42%70%48%37%43%39%34%

a

This is a ‘nice to have’
, but I can live without

32701325935349*11251536272it being offered
47%24%19%24%25%14%19%7%19%23%16%23%24%

This is a 'great to
have' - makes a
difference and can sway

*2841526932569*10302837284my decision
5%25%22%25%23%27%26%23%17%28%29%23%25%

d

36705062389111812397170100673NET Important
53%59%72%58%63%60%68%93%65%66%72%62%59%

a
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-43517220*54144This is a negative to me
-%4%4%5%2%6%1%3%3%3%4%

This is not important to
me - don't mind if not

-2113242826-1273152offered
-%18%14%13%8%8%-%7%7%7%13%

This is mandatory to me
-36314123481274864521389- a must have
-%32%33%39%45%40%27%51%45%50%34%

b

This is a ‘nice to have’
, but I can live without

-30239653058737277272it being offered
-%27%25%20%28%18%47%22%27%16%24%

a

This is a 'great to
have' - makes a
difference and can sway

-222457119874291710284my decision
-%19%25%22%18%27%25%17%17%25%25%

b

-585601946821481146332673NET Important
-%51%58%61%62%67%52%68%62%75%59%

c
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

31940212737*41712-4221444This is a negative to me
52%3%4%6%4%4%3%5%6%5%-%6%4%6%4%

ba

This is not important to
me - don't mind if not

-1031143076144-112427-66832152offered
-%15%13%8%12%14%-%14%9%11%-%9%12%13%13%

c

This is mandatory to me
2230317142263342229102113-26222113389- a must have

34%33%35%40%41%33%52%36%36%44%-%36%39%46%34%

aabbc

This is a ‘nice to have’
, but I can live without

*176205671302532226152-1811741272it being offered
2%25%23%19%20%25%45%26%22%20%-%24%21%17%24%

bc

This is a 'great to
have' - makes a
difference and can sway

116423093150256-167853-1913646284my decision
12%24%25%26%23%25%-%19%28%21%-%26%24%19%25%

aa

2394547235412597245181165-45359159673NET Important
46%57%60%67%64%58%52%55%64%65%-%61%63%65%59%

aa
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

--212136221491144This is a negative to me
-%-%19%6%3%4%6%4%7%6%5%4%

This is not important to
me - don't mind if not

1-**98103711221722152offered
10%-%3%1%15%13%18%21%11%10%9%13%

aabc

This is mandatory to me
110262082811319866194389- a must have
7%81%20%33%32%35%34%34%45%38%39%34%

This is a ‘nice to have’
, but I can live without

12491691861016313444272it being offered
8%19%38%46%26%23%25%29%16%21%18%24%

ac

This is a 'great to
have' - makes a
difference and can sway

6-2316220776384267284my decision
75%-%20%15%25%25%17%11%20%26%28%25%

ddcd

610493704882025124103162673NET Important
82%81%40%47%56%60%52%45%65%63%67%59%

dedde
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

359436-104131423743324344This is a negative to me
4%5%11%4%-%5%4%5%4%4%4%4%4%4%

a

This is not important to
me - don't mind if not

136163130-2314465145102144107141152offered
14%9%8%13%-%10%13%11%13%12%13%12%13%13%

aa

This is mandatory to me
3177315337-81362236383315375333372389- a must have

33%40%44%34%-%37%34%39%35%36%34%37%34%34%

bb

This is a ‘nice to have’
, but I can live without

234382240159253128268206260205258272it being offered
24%21%7%25%38%27%24%21%24%23%24%23%24%24%

ba

This is a 'great to
have' - makes a
difference and can sway

2374710237248270152271218277230275284my decision
25%26%29%24%62%22%25%25%24%25%25%25%25%25%

554119255732129631388653533651563648673NET Important
58%66%73%59%62%58%59%63%59%61%59%62%59%59%

bab
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

17273635103135--444This is a negative to me
4%4%4%5%5%5%4%3%3%-%-%3%4%

This is not important to
me - don't mind if not

599314444281169102-10152offered
12%14%15%8%4%14%14%8%7%7%-%6%13%

aaa

This is mandatory to me
143246320244271272457020278389- a must have

30%37%33%43%38%35%33%40%47%57%76%48%34%

b

This is a ‘nice to have’
, but I can live without

1291442368264420918368*40272it being offered
27%22%24%14%24%22%26%16%24%24%14%24%24%

aa

This is a 'great to
have' - makes a
difference and can sway

13015423316335019238284*31284my decision
27%23%24%29%30%25%23%34%19%12%10%19%25%

bc

27340055340751214638498243109673NET Important
57%60%57%73%68%60%57%74%66%70%86%67%59%

ccbc
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

2*1315*414*644This is a negative to me
4%2%2%9%3%6%*%11%6%9%*%4%4%

bbdb

This is not important to
me - don't mind if not

91919102525417152offered
20%11%15%3%19%13%14%12%11%10%31%12%13%

aaacd

This is mandatory to me
12418121419713618348389- a must have
27%42%32%40%31%25%44%34%29%39%28%35%34%

c

This is a ‘nice to have’
, but I can live without

143197112639610441272it being offered
31%26%33%24%23%34%17%23%30%21%34%29%24%

bd

This is a 'great to
have' - makes a
difference and can sway

8210711174859126284my decision
18%19%18%23%24%22%25%20%24%21%7%19%25%

bbb

2062919253611211128475673NET Important
46%61%49%64%55%47%69%54%53%60%35%54%59%

bdcbb
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

662244647-*344This is a negative to me
7%7%2%1%4%4%10%5%5%-%1%2%4%

aiaabija

This is not important to
me - don't mind if not

611181981695202929152offered
7%12%20%15%9%18%14%8%14%7%12%15%13%

ehlel

This is mandatory to me
32262548303426245152761389- a must have
42%27%29%37%35%36%42%37%34%17%37%31%34%

kjk

This is a ‘nice to have’
, but I can live without

17181530252581743101549272it being offered
22%19%17%23%29%27%14%26%29%35%20%25%24%

fjffjf

This is a 'great to
have' - makes a
difference and can sway

173427302014121627122252284my decision
22%36%31%23%23%15%20%25%18%41%30%27%25%

dfgldgdgdg

4960527850483841791849113673NET Important
63%63%60%60%57%51%62%61%53%59%67%58%59%

dg
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

14917444This is a negative to me
5%3%6%1%4%

aac

This is not important to
me - don't mind if not

34443440152offered
13%14%12%13%13%

This is mandatory to me
8311110293389- a must have
32%36%37%31%34%

This is a ‘nice to have’
, but I can live without

50806874272it being offered
19%26%25%25%24%

d

This is a 'great to
have' - makes a
difference and can sway

77645687284my decision
30%21%20%29%25%

bcbc

161175158180673NET Important
62%57%57%61%59%
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Delivery within 3 days (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

1*1631**12223This is a negative to me
1%*%1%2%1%2%3%2%2%2%2%

This is not important to
me - don't mind if not

649414611236143153offered
16%11%12%14%13%17%18%22%15%13%13%

aab

This is mandatory to me
818267793172312296313- a must have

22%50%35%28%27%27%24%22%31%27%27%

abeec

This is a ‘nice to have’
, but I can live without

15619558215249254269it being offered
41%17%25%20%24%24%27%25%23%24%24%

abcd

This is a 'great to
have' - makes a
difference and can sway

7820100125183411365383my decision
19%22%27%36%36%29%29%29%30%34%34%

dede

152546177218365823661696NET Important
41%72%62%63%62%57%52%50%60%61%61%

eeeecc
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

22*1942131*54*23This is a negative to me
3%3%1%2%4%2%1%2%1%1%3%5%*%2%

aak

This is not important to
me - don't mind if not

1066131183102816418331153offered
19%10%10%13%19%4%9%15%16%14%11%4%23%13%

bcghjklbhbghlbhbhhbcghjkl

This is mandatory to me
10161926828282848258492134313- a must have
19%27%31%28%28%34%25%26%25%26%30%30%26%27%

mmmm

This is a ‘nice to have’
, but I can live without

14141822419153635316361532269it being offered
25%23%30%23%20%18%32%19%32%18%22%21%24%24%

fhjfhijfh

This is a 'great to
have' - makes a
difference and can sway

182216327293637682513562836383my decision
33%37%27%34%29%43%33%37%26%42%34%40%27%34%

aekk

28373559657636511650211054870696NET Important
53%63%59%61%58%76%58%64%51%68%64%70%53%61%

ememaefgijklemaemaem

m
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

2219159-*65-2123This is a negative to me
2%2%3%2%2%-%2%2%4%-%3%6%2%

gg

This is not important to
me - don't mind if not

1813544110579442233131153offered
15%13%15%13%13%8%14%15%18%14%15%8%13%

gg

This is mandatory to me
322827923512838971286276313- a must have
26%28%28%27%29%33%27%25%22%26%32%32%27%

dd

This is a ‘nice to have’
, but I can live without

372326220710228575335175269it being offered
31%23%22%24%23%24%15%26%25%23%19%27%24%

a

This is a 'great to
have' - makes a
difference and can sway

3135289294150421494419265383my decision
26%34%32%34%34%36%43%33%31%38%31%27%34%

b

63634168528279812316569155410696NET Important
52%62%60%61%62%69%70%57%53%64%63%59%61%

bdded
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

551312223This is a negative to me
2%3%2%3%2%2%

This is not important to
me - don't mind if not

321810312142153offered
12%9%15%25%13%13%

ba

This is mandatory to me
89641595308313- a must have
33%32%24%12%28%27%

aab

This is a ‘nice to have’
, but I can live without

464217911258269it being offered
17%21%27%23%24%24%

c

This is a 'great to
have' - makes a
difference and can sway

1006821618366383my decision
37%34%32%37%33%34%

18813237523673696NET Important
69%67%56%49%62%61%

aa
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

3813*23-----*32023This is a negative to me
1%1%3%1%2%-%-%-%-%-%1%2%2%2%

b

This is not important to
me - don't mind if not

3067575148*-*-*525124153offered
15%12%14%25%13%100%-%41%-%4%31%13%13%13%

abiabi

This is mandatory to me
81152816307--*-2475233313- a must have
40%28%20%30%27%-%-%41%-%79%26%41%25%27%

abaai

This is a ‘nice to have’
, but I can live without

381241074265--*2*134231269it being offered
19%23%27%18%24%-%-%18%89%9%10%19%25%24%

cbc

This is a 'great to
have' - makes a
difference and can sway

511951375378---**546332383my decision
25%36%35%26%34%-%-%-%11%7%32%25%35%34%

ccbb

13234721811685--**29121565696NET Important
65%64%55%56%61%-%-%41%11%87%58%66%60%61%

aaa
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

---***22174923102023This is a negative to me
-%-%-%3%*%1%2%2%1%2%2%2%2%2%

This is not important to
me - don't mind if not

***14714194414415372142153offered
100%3%2%5%17%14%14%13%13%10%13%11%14%13%

d

This is mandatory to me
--*1171328221099141313208280313- a must have
-%-%17%64%31%26%27%28%31%33%27%32%27%27%

acfac

This is a ‘nice to have’
, but I can live without

-*114152471677288269153244269it being offered
-%3%41%7%17%30%24%23%22%20%24%24%24%24%

This is a 'great to
have' - makes a
difference and can sway

-313815352254107146383204344383my decision
-%95%40%21%35%29%34%34%33%34%34%32%33%34%

-32141529634464206287696412624696NET Important
-%95%57%85%66%55%61%63%64%67%61%64%61%61%

ac
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

-*6710-------923This is a negative to me
-%*%2%2%2%-%-%-%-%-%-%-%2%2%

ddd

This is not important to
me - don't mind if not

-23363658*-*-22139153offered
-%14%14%13%14%44%-%44%-%31%39%17%10%13%

This is mandatory to me
451808395*-*-225132313- a must have

37%30%31%30%23%56%-%56%-%35%42%79%32%27%

aaa

This is a ‘nice to have’
, but I can live without

-385466112-----**87269it being offered
-%22%21%24%27%-%-%-%-%-%6%1%21%24%

c

This is a 'great to
have' - makes a
difference and can sway

7578686147----21*143383my decision
63%34%33%31%35%-%-%-%-%35%14%3%35%34%

11109166169241*-*-436275696NET Important
100%64%63%61%57%56%-%56%-%69%56%82%67%61%
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

-23-23324**12523This is a negative to me
-%2%-%2%2%10%1%12%*%1%2%3%2%

This is not important to
me - don't mind if not

*1531114210331-10101014153offered
5%13%16%13%7%17%12%-%16%9%10%9%13%

This is mandatory to me
33112528844790120353154313- a must have

48%27%36%27%32%35%34%27%34%33%32%34%27%

This is a ‘nice to have’
, but I can live without

32661825134349114172234269it being offered
45%23%26%23%24%16%18%37%23%16%23%21%24%

This is a 'great to
have' - makes a
difference and can sway

*3831636750492*16443253383my decision
2%34%22%34%35%23%34%23%27%41%33%33%34%

bd

36944065694111821368063108696NET Important
50%61%58%61%67%57%68%51%61%73%65%67%61%

d
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-1195*8-2*223This is a negative to me
-%*%2%2%*%3%-%1%*%4%2%

This is not important to
me - don't mind if not

-14135411232121125153offered
-%13%14%13%11%10%7%12%11%13%13%

This is mandatory to me
-3326194411011653718313- a must have
-%29%27%30%38%32%8%39%37%43%27%

This is a ‘nice to have’
, but I can live without

-23224742860536263269it being offered
-%21%23%23%25%19%33%22%25%8%24%

a

This is a 'great to
have' - makes a
difference and can sway

-42327103281188442613383my decision
-%37%34%32%25%37%52%26%26%32%34%

b

-755881976821991096332696NET Important
-%66%61%62%63%69%59%65%63%75%61%
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

-121991020-*57-*9323This is a negative to me
-%2%2%2%2%2%-%*%2%3%-%*%2%1%2%

This is not important to
me - don't mind if not

-981123572142292329-36424153offered
-%14%12%10%11%14%39%11%8%11%-%5%11%10%13%

cc

This is mandatory to me
31902541132082803319586-2518084313- a must have

58%27%28%32%32%27%61%38%34%33%-%34%32%34%27%

aa

This is a ‘nice to have’
, but I can live without

114721569151244-114960-1512565269it being offered
15%21%24%20%23%24%-%13%17%24%-%20%22%26%24%

bc

This is a 'great to
have' - makes a
difference and can sway

1245307127203344-3111074-3018871383my decision
28%35%34%36%32%33%-%37%39%29%-%41%33%29%34%

aa

4435561240411624362205160-55368155696NET Important
85%63%62%68%64%61%61%76%73%62%-%75%65%63%61%

aaaab
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

2--11017**45523This is a negative to me
21%-%-%3%2%2%*%*%2%3%2%2%

This is not important to
me - don't mind if not

*41295983525923153offered
6%33%6%9%14%12%7%8%13%6%10%13%

b

This is mandatory to me
26481832301421666173313- a must have

27%50%37%39%28%28%36%38%34%38%30%27%

This is a ‘nice to have’
, but I can live without

1**6139187610412639269it being offered
15%*%5%30%21%23%16%18%21%16%16%24%

This is a 'great to
have' - makes a
difference and can sway

22542302811620556199383my decision
31%17%53%19%35%35%41%36%29%37%41%34%

cc

489114135113041121122172696NET Important
58%66%90%58%63%63%77%74%63%75%72%61%

ccc
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

195-14-2219231721172123This is a negative to me
2%3%-%1%-%1%2%1%2%2%2%2%2%2%

This is not important to
me - don't mind if not

13320613312114376143109150108150153offered
14%11%17%14%38%9%13%12%13%12%14%12%14%13%

c

This is mandatory to me
2427214268-78297194306249304275300313- a must have

25%39%42%27%-%36%28%32%28%28%28%30%28%27%

babb

This is a ‘nice to have’
, but I can live without

241278233-45246137264207252205250269it being offered
25%15%23%24%-%20%23%22%24%24%23%23%23%24%

a

This is a 'great to
have' - makes a
difference and can sway

325586330274363198373295371303368383my decision
34%32%17%34%62%34%34%32%34%34%34%33%34%34%

b

567130205982153660391679544675577668696NET Important
59%71%59%61%62%69%62%64%61%62%61%64%61%61%

bb
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

101323--31822--223This is a negative to me
2%2%2%-%-%2%2%2%2%-%-%1%2%

This is not important to
me - don't mind if not

79741345133510215156*19153offered
17%11%14%9%12%17%12%13%10%18%3%12%13%

ab

This is mandatory to me
123191252174150217435314256313- a must have

26%29%26%31%37%25%26%38%35%40%82%34%27%

cbc

This is a ‘nice to have’
, but I can live without

10916023814174719626348*36269it being offered
23%24%25%26%15%23%24%23%23%22%9%22%24%

a

This is a 'great to
have' - makes a
difference and can sway

15622732218406728628457*50383my decision
33%34%33%33%36%33%35%25%30%20%6%31%34%

a

27941757335811175027198213106696NET Important
58%63%59%65%73%58%61%63%65%60%88%65%61%

c
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

1-1-*2*1*1*223This is a negative to me
3%-%2%-%*%3%*%3%*%2%*%2%2%

This is not important to
me - don't mind if not

6493873445423153offered
13%41%16%8%18%9%15%9%22%10%31%17%13%

ccac

This is mandatory to me
9115101121411414234313- a must have

21%10%26%33%24%27%26%29%18%30%19%25%27%

This is a ‘nice to have’
, but I can live without

103189102038310438269it being offered
22%31%31%29%22%26%21%21%17%21%31%27%24%

This is a 'great to
have' - makes a
difference and can sway

1821591727615917241383my decision
41%18%26%30%36%35%37%38%43%36%19%30%34%

babb

2733019284810261231475696NET Important
62%28%52%63%60%62%63%67%61%66%37%54%61%

babb
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

2*-342-22*-723This is a negative to me
3%*%-%2%5%2%-%3%2%2%-%4%2%

jj

This is not important to
me - don't mind if not

101613119176122411026153offered
13%16%15%8%10%18%9%18%16%3%14%13%13%

iii

This is mandatory to me
15161829363333183892147313- a must have
19%16%21%23%42%36%54%27%25%29%29%24%27%

adeijkladijklabdegijkl

This is a ‘nice to have’
, but I can live without

23251932181310164071452269it being offered
30%26%22%25%21%14%17%24%27%23%19%27%24%

fggggg

This is a 'great to
have' - makes a
difference and can sway

273936552028121945132862383my decision
35%41%42%43%23%30%20%28%30%43%38%32%34%

fdfhdefghdefghfhf

4255548456614537822149109696NET Important
55%57%63%65%64%66%74%55%55%72%67%56%61%

dadekl
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

294823This is a negative to me
1%3%2%3%2%

This is not important to
me - don't mind if not

38364237153offered
15%12%15%12%13%

This is mandatory to me
49998977313- a must have
19%32%32%26%27%

ddd

This is a ‘nice to have’
, but I can live without

67636772269it being offered
26%20%24%24%24%

This is a 'great to
have' - makes a
difference and can sway

10210276103383my decision
40%33%27%35%34%

bb

151201164180696NET Important
58%65%59%61%61%
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Convenient to post (within 1/2 mile) (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to
you in choosing a postal provider or service:)
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

**1641**11920This is a negative to me
*%*%1%2%1%1%1%2%1%2%2%

This is not important to
me - don't mind if not

631426479126143152offered
17%9%19%9%13%14%9%13%15%13%13%

bb

This is mandatory to me
1216226479163310259275- a must have
33%45%30%23%22%26%33%23%25%24%24%

abab

This is a ‘nice to have’
, but I can live without

127218277172510283300it being offered
33%21%28%29%22%28%23%34%26%26%26%

aa

This is a 'great to
have' - makes a
difference and can sway

6916102143203412375395my decision
16%25%22%37%41%31%34%29%32%35%35%

cecde

182438166222366822634670NET Important
49%70%51%60%63%57%67%52%57%59%59%

cecec
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

11*17-2122213420This is a negative to me
3%2%1%2%-%2%1%1%2%7%1%4%3%2%

cfijki

This is not important to
me - don't mind if not

8610127174112322222918152offered
16%10%17%13%18%5%10%13%22%6%13%12%13%13%

hhlhhdfghjlhh

This is mandatory to me
9161223825213445184292240275- a must have

17%28%20%25%25%25%30%25%18%14%18%31%30%24%

cmmcdekmcmcdekm

This is a ‘nice to have’
, but I can live without

17132025228242946279391534300it being offered
31%21%33%26%29%28%26%25%28%30%24%22%26%26%

ll

This is a 'great to
have' - makes a
difference and can sway

182317336283236663014732137395my decision
34%40%29%35%28%39%32%36%30%44%44%30%28%35%

akaegijkm

27402957453537011148181014377670NET Important
51%67%49%59%54%64%63%61%49%57%62%62%58%59%

eijkmekmekmekmekekm
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

21861491*45-*-20This is a negative to me
2%2%2%2%2%1%2%1%4%-%1%-%2%

This is not important to
me - don't mind if not

33119391126610438174113152offered
27%12%14%13%15%8%12%13%13%19%13%15%13%

a

This is mandatory to me
22253901859929880224276275- a must have
19%25%32%21%22%25%25%28%17%17%31%35%24%

addhd

This is a ‘nice to have’
, but I can live without

312696523511932773423203300it being offered
26%26%23%27%27%27%21%25%32%14%23%18%26%

c

This is a 'great to
have' - makes a
difference and can sway

32363813131534513944412286395my decision
26%36%29%36%34%38%41%33%34%50%33%33%35%

bbe

54616172498253752117466165412670NET Important
45%60%61%58%57%63%66%60%51%67%64%68%59%

bddd
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

341411920This is a negative to me
1%2%2%2%2%2%

This is not important to
me - don't mind if not

25171094147152offered
9%9%16%9%13%13%

bc

This is mandatory to me
88521345270275- a must have
33%26%20%10%25%24%

aab

This is a ‘nice to have’
, but I can live without

526218612288300it being offered
19%31%28%26%26%26%

cc

This is a 'great to
have' - makes a
difference and can sway

1046322624370395my decision
38%32%34%52%34%35%

a

19211536029641670NET Important
71%58%54%62%59%59%

ab
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

*713-20------*2020This is a negative to me
*%1%3%-%2%-%-%-%-%-%-%*%2%2%

bcbb

This is not important to
me - don't mind if not

206269*151----**19132152offered
10%11%18%2%13%-%-%-%-%7%2%10%14%13%

bccjcj

This is mandatory to me
671337510265--12*857208275- a must have
33%24%19%51%24%-%-%100%89%7%51%31%22%24%

abaabiabiai

This is a ‘nice to have’
, but I can live without

431531056295----2437258300it being offered
21%28%27%28%26%-%-%-%-%79%26%20%27%26%

cbb

This is a 'great to
have' - makes a
difference and can sway

731901324391*--**369322395my decision
36%35%33%18%35%100%-%-%11%7%21%38%34%35%

jcjj

14032420614656*-12*11126530670NET Important
69%59%52%69%58%100%-%100%100%14%72%69%56%59%

abaai
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

---*--1910232081620This is a negative to me
-%-%-%3%-%-%2%1%1%1%2%1%2%2%

This is not important to
me - don't mind if not

--*1*214884304215278140152offered
-%-%3%7%*%4%14%11%9%10%13%12%14%13%

bcdede

This is mandatory to me
-2*481724319791131275182243275- a must have
-%50%16%26%36%33%23%27%28%31%24%28%24%24%

aaacac

This is a ‘nice to have’
, but I can live without

-2*33928418285102300162278300it being offered
-%50%3%20%13%17%27%25%26%24%26%25%27%26%

b

This is a 'great to
have' - makes a
difference and can sway

*-271224349269115148395218355395my decision
100%-%77%44%51%47%33%36%36%35%35%34%34%35%

aa

*23122041593466206279670400598670NET Important
100%50%93%70%87%80%57%63%64%65%59%62%58%59%

aaacacac
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

-4367-------320This is a negative to me
-%2%1%2%2%-%-%-%-%-%-%-%1%2%

This is not important to
me - don't mind if not

114304660*-*--**42152offered
10%8%11%17%14%13%-%13%-%-%3%1%10%13%

cdd

This is mandatory to me
452647183*-*-242123275- a must have

40%31%25%26%20%56%-%56%-%31%78%31%30%24%

aa

This is a ‘nice to have’
, but I can live without

2368263117----4-396300it being offered
17%21%31%23%28%-%-%-%-%69%-%40%23%26%

bdd

This is a 'great to
have' - makes a
difference and can sway

4648391154*-*--12146395my decision
34%37%32%33%37%30%-%30%-%-%19%28%35%35%

8116147162236*-*-254269670NET Important
73%68%56%58%56%87%-%87%-%31%97%59%66%59%

abc
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

*191192-2-*11220This is a negative to me
9%2%1%2%1%-%1%-%*%1%1%1%2%

This is not important to
me - don't mind if not

-152514718222*361716152offered
-%13%7%14%13%11%8%25%5%5%17%10%13%

cd

This is mandatory to me
22732425141486*23412343275- a must have

41%24%34%23%29%21%32%19%39%38%24%27%24%

aabab

This is a ‘nice to have’
, but I can live without

3298182823675919232148300it being offered
48%26%26%26%26%36%22%27%16%22%22%30%26%

d

This is a 'great to
have' - makes a
difference and can sway

*3952237344697124373552395my decision
2%35%32%35%31%32%36%28%41%34%36%32%35%

2667466248510183148785895670NET Important
43%59%66%58%60%53%69%47%80%72%60%59%59%

cabab
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-*161*3****20This is a negative to me
-%*%2%*%*%1%1%*%*%1%2%

This is not important to
me - don't mind if not

-16131361032315104152offered
-%14%14%11%9%10%22%9%10%10%13%

This is mandatory to me
-312278432994523013275- a must have
-%27%24%27%29%31%28%31%30%31%24%

This is a ‘nice to have’
, but I can live without

-27263762578337257300it being offered
-%24%27%24%23%24%23%22%25%15%26%

This is a 'great to
have' - makes a
difference and can sway

-40329121421074643518395my decision
-%35%34%38%38%33%26%38%35%42%35%

-715572057420681166531670NET Important
-%62%58%64%68%65%53%69%65%74%59%

b
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

-11133815-*31-*7220This is a negative to me
-%2%1%1%1%2%-%*%1%*%-%*%1%1%2%

This is not important to
me - don't mind if not

*1081153476140-92724-96932152offered
9%16%13%10%12%14%-%11%9%9%-%12%12%13%13%

c

This is mandatory to me
3170216108181243*328183-2516074275- a must have

65%25%24%31%28%24%2%39%29%32%-%33%28%30%24%

aab

This is a ‘nice to have’
, but I can live without

1169245841622782206970-1714059300it being offered
14%24%27%24%25%27%56%24%24%27%-%23%25%24%26%

This is a 'great to
have' - makes a
difference and can sway

123431812321735522110278-2419179395my decision
12%34%35%35%34%34%42%26%36%31%-%32%34%32%35%

c

4404533232399598253183161-48350153670NET Important
77%58%59%66%62%58%44%64%65%63%-%65%62%62%59%

a
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

-*-*1112***2120This is a negative to me
-%4%-%*%2%2%*%*%*%1%1%2%

This is not important to
me - don't mind if not

*-121029854221025152offered
6%-%6%8%16%12%12%7%11%6%10%13%

ab

This is mandatory to me
17281551961218685271275- a must have
7%60%23%42%24%24%30%33%36%32%30%24%

This is a ‘nice to have’
, but I can live without

41441642241114473861300it being offered
55%10%42%19%25%28%29%26%25%23%26%26%

This is a 'great to
have' - makes a
difference and can sway

23362252811119536082395my decision
31%26%29%30%34%35%29%34%28%37%34%35%

c

3105143804782337121112152670NET Important
38%86%52%72%58%59%59%67%64%69%64%59%
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

164-14-3207191619161920This is a negative to me
2%2%-%1%-%1%2%1%2%2%2%2%2%2%

This is not important to
me - don't mind if not

139132130-2414273148103142117142152offered
14%7%7%13%-%11%13%12%13%12%13%13%13%13%

a

This is mandatory to me
2264912242-59255160271222266230265275- a must have

24%27%35%25%-%27%24%26%24%25%24%25%24%24%

This is a ‘nice to have’
, but I can live without

2495111254155275159294232287231285300it being offered
26%28%31%26%38%25%26%26%27%26%26%25%26%26%

This is a 'great to
have' - makes a
difference and can sway

330659339279378214377304385314379395my decision
34%36%27%35%62%36%35%35%34%35%35%35%35%35%

556114215812138633374647526651544644670NET Important
58%63%62%59%62%63%59%61%58%60%59%60%59%59%
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

91119-141511--120This is a negative to me
2%2%2%-%1%2%2%1%*%-%-%*%2%

This is not important to
me - don't mind if not

7378138113231227144*16152offered
15%12%14%1%11%11%15%6%9%13%3%10%13%

bba

This is mandatory to me
102173226172848195314710249275- a must have

21%26%23%31%26%24%24%27%31%28%72%30%24%

b

This is a ‘nice to have’
, but I can live without

140161256113350221233010134300it being offered
29%24%26%20%29%25%27%20%20%29%21%21%26%

a

This is a 'great to
have' - makes a
difference and can sway

154241329263677266515710*63395my decision
32%36%34%48%33%38%32%45%39%30%4%39%35%

acb

256414555436512546182104202112670NET Important
54%62%57%79%58%62%56%72%70%58%76%69%59%

bacbc
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

**2-*1*1*1*220This is a negative to me
*%2%4%-%*%2%*%3%*%3%*%2%2%

This is not important to
me - don't mind if not

11252662112216152offered
25%20%8%5%12%8%15%3%6%5%19%11%13%

abaacdc

This is mandatory to me
8416111322411514343275- a must have

19%36%28%34%28%28%22%29%26%30%27%31%24%

d

This is a ‘nice to have’
, but I can live without

14117101124310412338300it being offered
32%12%30%32%23%31%20%25%21%25%22%27%26%

This is a 'great to
have' - makes a
difference and can sway

1131791724715917440395my decision
24%30%30%28%37%31%43%39%46%37%31%29%35%

a

1973419304511261531783670NET Important
43%66%58%63%65%59%65%69%72%67%58%60%59%

dda
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
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Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

2323-*122*-420This is a negative to me
2%3%2%2%-%*%2%3%2%2%-%2%2%

This is not important to
me - don't mind if not

11141811121478212528152offered
14%14%21%9%14%16%11%12%14%8%7%15%13%

bi

This is mandatory to me
22121231293021204362526275- a must have
28%13%14%24%33%32%33%29%29%19%34%14%24%

ajkajajkajkajkajkajkajk

This is a ‘nice to have’
, but I can live without

21291834252121124221364300it being offered
28%30%21%26%29%22%33%18%28%6%17%33%26%

bejebegj

This is a 'great to
have' - makes a
difference and can sway

223837512128122541203071395my decision
28%40%43%39%24%30%20%37%27%66%41%36%35%

dfhdfghldfhfhdfhdfh

445049824958334484255597670NET Important
56%53%57%63%57%62%53%67%56%85%75%50%59%

aaaadfhjkl
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

636520This is a negative to me
2%1%2%2%2%

This is not important to
me - don't mind if not

42373636152offered
16%12%13%12%13%

This is mandatory to me
46908357275- a must have
18%29%30%19%24%

adad

This is a ‘nice to have’
, but I can live without

68797579300it being offered
26%26%27%26%26%

This is a 'great to
have' - makes a
difference and can sway

979978121395my decision
37%32%28%41%35%

bbc

143189161178670NET Important
55%61%58%60%59%
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Same price to send to anywhere within the UK (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important
it is to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

*1*821-*11617This is a negative to me
1%3%*%3%1%2%-%2%2%1%1%

aa

This is not important to
me - don't mind if not

15837339134124132offered
4%15%10%13%9%14%12%20%11%11%12%

eeeab

This is mandatory to me
161334115112234614391413- a must have
45%37%46%41%32%36%40%36%35%36%36%

aaa

This is a ‘nice to have’
, but I can live without

13716488413139233246it being offered
35%19%22%17%24%20%16%19%22%22%22%

abcdb

This is a 'great to
have' - makes a
difference and can sway

691672119183411316333my decision
16%26%22%26%34%28%32%23%30%29%29%

ebce

222251187231406925706747NET Important
61%63%68%67%66%64%72%59%65%65%65%
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

11114-242*2-2217This is a negative to me
2%2%1%1%-%3%3%1%*%6%-%3%2%1%

cccefijkc

This is not important to
me - don't mind if not

561111015662018315622132offered
9%11%18%11%15%7%6%11%18%9%9%8%17%12%

cghjlmgcghmgh

This is mandatory to me
16232135334294965299651955413- a must have
30%39%36%36%34%35%44%36%29%28%40%28%41%36%

bemm

This is a ‘nice to have’
, but I can live without

1561221320142536299322226246it being offered
28%10%20%22%20%17%22%20%29%30%20%31%20%22%

hllllllhlllhll

This is a 'great to
have' - makes a
difference and can sway

16221528030322760238522027333my decision
30%38%25%29%30%38%24%33%23%27%32%30%21%29%

aegjkaegkaa

32463663263617612551171174082747NET Important
61%77%61%65%64%74%69%68%52%55%71%57%62%65%

abdeijkmebdekmeeekm
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

1166115-*54-2-17This is a negative to me
1%2%2%1%1%-%*%2%3%-%2%-%1%

g

This is not important to
me - don't mind if not

1711527105541413417471132offered
14%11%10%12%12%12%2%12%13%17%9%7%12%

fffff

This is mandatory to me
28386122292168504105435345413- a must have
23%38%43%34%37%43%13%37%33%22%39%31%36%

bafcfffff

This is a ‘nice to have’
, but I can live without

322145319393261253334215246it being offered
27%21%19%22%21%22%37%18%25%16%24%27%22%

cegh

This is a 'great to
have' - makes a
difference and can sway

42291742591262816913310226333my decision
35%28%26%30%28%23%49%32%25%45%26%36%29%

abdeghbdgh

70677196551294782019675155611747NET Important
58%66%69%64%66%66%61%68%58%66%65%66%65%

bad
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

311241317This is a negative to me
1%1%2%7%1%1%

a

This is not important to
me - don't mind if not

1626903129132offered
6%13%13%7%12%12%

cc

This is mandatory to me
124692216407413- a must have

46%35%33%13%37%36%

abb

This is a ‘nice to have’
, but I can live without

41491569237246it being offered
15%25%23%19%22%22%

cc

This is a 'great to
have' - makes a
difference and can sway

885219125308333my decision
32%26%28%54%28%29%

a

21212141131716747NET Important
78%61%61%66%65%65%

ab
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

358-17------31417This is a negative to me
1%1%2%-%1%-%-%-%-%-%-%2%1%1%

This is not important to
me - don't mind if not

1854612130*-*--215115132offered
9%10%15%12%12%100%-%41%-%-%13%8%12%12%

bc

This is mandatory to me
902081168405--*22481324413- a must have
44%38%29%42%36%-%-%59%89%79%29%45%34%36%

aaai

This is a ‘nice to have’
, but I can live without

37115943244----*235209246it being offered
18%21%24%13%22%-%-%-%-%9%16%19%22%22%

This is a 'great to
have' - makes a
difference and can sway

551631157327---**648279333my decision
27%30%29%33%29%-%-%-%11%12%41%26%30%29%

14437223115732--*2210129603747NET Important
71%68%59%75%65%-%-%59%100%91%71%71%64%65%

aaa
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

--1-*21411211761417This is a negative to me
-%-%38%-%1%3%1%1%1%*%1%1%1%1%

ddd

This is not important to
me - don't mind if not

*-**4712182313413257127132offered
100%-%5%1%16%13%12%11%10%8%12%9%12%12%

dbdbd

This is mandatory to me
-**6818381287133186413264373413- a must have
-%3%16%35%34%35%37%39%41%43%36%41%36%36%

acacac

This is a ‘nice to have’
, but I can live without

-2*5392281507281246142223246it being offered
-%50%2%27%14%17%22%20%22%19%22%22%22%22%

This is a 'great to
have' - makes a
difference and can sway

-21681630021385126333178295333my decision
-%48%40%37%35%31%29%29%26%30%29%27%29%29%

-22121634682500218312747441668747NET Important
-%50%55%72%69%66%65%67%68%73%65%68%65%65%

abcf
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

-*3410-------117This is a negative to me
-%*%1%1%2%-%-%-%-%-%-%-%*%1%

d

This is not important to
me - don't mind if not

321302851*-*-2-*32132offered
25%12%11%10%12%30%-%30%-%31%-%3%8%12%

This is mandatory to me
37798101134*-*-244176413- a must have

29%45%37%36%32%70%-%70%-%35%78%53%43%36%

abc

This is a ‘nice to have’
, but I can live without

131725389----2*178246it being offered
8%18%28%19%21%-%-%-%-%34%7%15%19%22%

abd

This is a 'great to
have' - makes a
difference and can sway

4425992137----*12124333my decision
38%24%23%33%32%-%-%-%-%1%15%28%30%29%

cdcd

7118157193271*-*-246300747NET Important
66%69%60%70%64%70%-%70%-%35%93%82%73%65%

cc
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

-17-171-*--*1-17This is a negative to me
-%1%-%2%*%-%*%-%-%*%1%-%1%

This is not important to
me - don't mind if not

*132612612517*76417132offered
2%12%9%12%9%25%6%17%12%5%4%10%12%

bb

This is mandatory to me
540935378645117129454367413- a must have

83%36%50%35%45%27%44%60%48%42%45%42%36%

a

This is a ‘nice to have’
, but I can live without

1245923730348*7191937246it being offered
13%22%13%22%21%16%18%5%11%17%19%23%22%

bd

This is a 'great to
have' - makes a
difference and can sway

*3331931435684*17383040333my decision
2%29%28%29%25%32%32%18%28%35%32%25%29%

a

57425469298112012468374107747NET Important
85%65%78%65%70%59%76%78%77%77%76%67%65%

aa
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-114*-1----17This is a negative to me
-%1%1%*%-%*%-%-%-%-%1%

a

This is not important to
me - don't mind if not

-912520925*109*132offered
-%8%13%6%8%8%1%6%9%*%12%

aa

This is mandatory to me
-39341148421437734117413- a must have
-%34%35%47%39%45%43%43%41%41%36%

bc

This is a ‘nice to have’
, but I can live without

-272095925562372011246it being offered
-%24%22%19%23%18%14%22%20%26%22%

This is a 'great to
have' - makes a
difference and can sway

-372769133946493114333my decision
-%33%29%29%30%29%42%29%30%33%29%

-7661723975237131227231747NET Important
-%67%64%75%69%74%85%72%71%74%65%

bc
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

-9131614--1*-26*17This is a negative to me
-%1%1%*%1%1%-%-%*%*%-%2%1%*%1%

ca

This is not important to
me - don't mind if not

-94932755127*92512-5546132offered
-%14%10%8%9%12%3%11%9%5%-%7%10%2%12%

abcaaaa

This is mandatory to me
4244339151263373232106124-27220125413- a must have

84%35%37%43%41%36%41%39%38%48%-%36%39%51%36%

aabbc

This is a ‘nice to have’
, but I can live without

*14619768142223*145550-1412847246it being offered
3%21%22%19%22%22%6%18%20%19%-%19%23%19%22%

This is a 'great to
have' - makes a
difference and can sway

12002661061772952279570-2615869333my decision
13%29%29%30%27%29%50%33%34%27%-%36%28%28%29%

5444604257440668459201194-53378194747NET Important
97%64%67%73%68%65%91%72%71%76%-%72%67%78%65%

ab
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

---1913--*1-17This is a negative to me
-%-%-%5%1%2%-%-%*%1%-%1%

This is not important to
me - don't mind if not

*2-*87892441817132offered
3%14%-%1%13%11%6%7%2%11%7%12%

ccc

This is mandatory to me
1728217299152510465100413- a must have

10%62%26%39%33%37%39%45%55%40%42%36%

abe

This is a ‘nice to have’
, but I can live without

2156141183911292750246it being offered
31%8%49%30%21%22%23%20%15%16%21%22%

This is a 'great to
have' - makes a
difference and can sway

42252032291216525273333my decision
56%17%26%25%31%28%32%28%28%32%30%29%

595134205282840157117173747NET Important
66%78%51%64%64%65%71%73%82%72%72%65%

abe
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

161-15-1142141014101417This is a negative to me
2%1%-%2%-%*%1%*%1%1%1%1%1%1%

a

This is not important to
me - don't mind if not

114185103-17125541319112892128132offered
12%10%13%11%-%8%12%9%12%10%12%10%12%12%

ac

This is mandatory to me
3377618351-95392262406342399349395413- a must have

35%42%52%36%-%43%37%43%37%39%36%38%36%36%

abb

This is a ‘nice to have’
, but I can live without

210364224148224126244191235205235246it being offered
22%20%10%23%38%22%21%21%22%22%21%23%22%22%

b

This is a 'great to
have' - makes a
difference and can sway

282518286260314168314244321252317333my decision
29%28%24%29%62%27%29%27%28%28%29%28%29%29%

619127266372154706430719585720601712747NET Important
65%70%76%65%62%70%66%70%65%67%66%66%65%65%

b
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

9817--215*----17This is a negative to me
2%1%2%-%-%1%2%*%-%-%-%-%1%

This is not important to
me - don't mind if not

62701183924861882*9132offered
13%11%12%6%8%12%11%16%5%6%4%6%12%

b

This is mandatory to me
161252340205182292386415171413- a must have

34%38%35%37%46%40%36%34%43%43%31%44%36%

c

This is a ‘nice to have’
, but I can live without

11613021814134617523309230246it being offered
24%20%23%26%12%23%21%20%20%27%57%18%22%

aaa

This is a 'great to
have' - makes a
difference and can sway

13020327517384825134478*52333my decision
27%31%28%31%34%24%31%30%32%25%8%32%29%

c

292455616378913054372111231123747NET Important
61%69%64%68%80%64%66%64%75%68%39%76%65%

bc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 55  (continuation)                                                                                                                                                   Page 1132

Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

--*1**-----117This is a negative to me
-%-%*%3%*%*%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

711216622*3117132offered
17%12%20%3%13%8%15%4%2%6%12%12%12%

aaaadd

This is mandatory to me
14521101426417619552413- a must have
32%54%37%34%31%34%26%43%29%42%41%37%36%

b

This is a ‘nice to have’
, but I can live without

132121012225769338246it being offered
31%17%20%34%26%29%28%17%31%20%30%27%22%

ba

This is a 'great to
have' - makes a
difference and can sway

921381323514814231333my decision
21%16%22%26%29%29%31%35%38%31%18%22%29%

aba

237341828499301434783747NET Important
53%70%59%60%60%63%57%79%67%73%58%60%65%

bcda
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

4311--1-1--617This is a negative to me
5%3%1%1%-%-%2%-%1%-%-%3%1%

deghjdg

This is not important to
me - don't mind if not

3101218312610216823132offered
4%10%14%14%3%13%9%15%14%20%11%12%12%

hlhlhlhlhlhl

This is mandatory to me
38262252344131285472655413- a must have
50%28%25%40%39%44%50%41%36%23%35%28%36%

adjkajajajkadjkajaj

This is a ‘nice to have’
, but I can live without

132221272318912416945246it being offered
17%24%25%21%26%20%15%19%27%19%12%23%22%

bbbflb

This is a 'great to
have' - makes a
difference and can sway

193431302722151632113166333my decision
25%35%36%23%31%24%25%25%21%37%42%34%29%

ddgiddefgildgi

5860528261634644861857121747NET Important
74%63%61%64%70%68%75%66%58%60%77%62%65%

adjddadjadj
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Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

712617This is a negative to me
3%*%1%2%1%

bcc

This is not important to
me - don't mind if not

25333737132offered
10%11%13%12%12%

This is mandatory to me
8612711387413- a must have
33%41%41%29%36%

adad

This is a ‘nice to have’
, but I can live without

57686259246it being offered
22%22%22%20%22%

This is a 'great to
have' - makes a
difference and can sway

847963108333my decision
32%26%23%36%29%

bbc

170206176195747NET Important
66%67%63%66%65%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 55  (continuation)                                                                                                                                                   Page 1135

Guaranteed delivery to recipient's door (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is
to you in choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1206096291322556791363419571513Unweighted total

363574279349639153910791142Weighted total

1*216193*125557This is a negative to me
2%1%2%6%6%4%1%4%5%5%5%

This is not important to
me - don't mind if not

8102570109162310317333offered
23%28%34%25%31%26%25%22%27%29%29%

This is mandatory to me
1216249070184510282300- a must have
35%45%32%32%20%29%40%30%26%26%26%

aaaaabe

This is a ‘nice to have’
, but I can live without

8512387312148198210it being offered
23%15%16%14%21%19%9%24%20%18%18%

bbdddd

This is a 'great to
have' - makes a
difference and can sway

6412657814239227240my decision
17%10%16%23%22%22%24%21%22%21%21%

dd

191935155148326819509541NET Important
52%55%48%56%42%51%64%50%48%47%47%

aabce
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
18118920394099861071819736162531191513Unweighted total

53596096998831121829831163691321142Weighted total

3434723476*118657This is a negative to me
5%7%5%5%2%4%3%4%6%1%7%11%5%5%

fij

This is not important to
me - don't mind if not

161414290321828553410442048333offered
30%24%23%30%33%22%25%30%35%32%27%29%36%29%

kklhkl

This is mandatory to me
1316172542729334619643843300- a must have
25%28%28%26%27%35%29%25%19%18%26%12%33%26%

bbbbbebbbbe

This is a ‘nice to have’
, but I can live without

1271517825162829217221514210it being offered
22%11%24%18%26%20%25%16%21%23%13%22%11%18%

aclacfjlalacflaclall

This is a 'great to
have' - makes a
difference and can sway

10181120112161946188431821240my decision
19%31%19%21%12%19%17%25%18%25%26%27%16%21%

aeghijkmiiaii

243428455394552913714862764541NET Important
44%58%48%47%39%54%47%50%37%44%53%39%49%47%

beijkmeieei
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
216129748110326191325033616732141341513Unweighted total
1201022282859447118322881302385171142Weighted total

4541443252118432157This is a negative to me
3%5%5%5%6%2%4%6%3%13%3%7%5%

gbdg

This is not important to
me - don't mind if not

412927725611536992407323333offered
34%29%27%30%26%31%28%32%31%30%37%15%29%

ahah

This is mandatory to me
252758221912437472322234300- a must have
21%27%29%25%28%31%13%25%25%8%27%23%26%

cfcfcccf

This is a ‘nice to have’
, but I can live without

2718353157891795324495210it being offered
22%18%19%18%20%15%27%19%18%16%11%28%18%

bbbb

This is a 'great to
have' - makes a
difference and can sway

23217561859325952308195240my decision
19%21%20%21%21%21%28%18%23%34%22%27%21%

e

4949213840321762131246210429541NET Important
41%48%49%47%49%53%42%43%48%42%49%50%47%

b
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3802758565014631513Unweighted total
2721986694710951142Weighted total

1453855257This is a negative to me
5%2%6%11%5%5%

ba

This is not important to
me - don't mind if not

624822320313333offered
23%24%33%42%29%29%

bca

This is mandatory to me
101601398293300- a must have

37%30%21%17%27%26%

aa

This is a ‘nice to have’
, but I can live without

35451295205210it being offered
13%23%19%11%19%18%

cc

This is a 'great to
have' - makes a
difference and can sway

60401399231240my decision
22%20%21%19%21%21%

16110027817524541NET Important
59%51%42%36%48%47%

aba
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
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Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3577504065014631-3263830711561513Unweighted total
202546394201122*-122151829401142Weighted total

101830157-----194857This is a negative to me
5%3%8%3%5%-%-%-%-%-%4%5%5%5%

b

This is not important to
me - don't mind if not

451481405328--*2-340288333offered
22%27%35%25%29%-%-%41%89%-%20%22%31%29%

bcbb

This is mandatory to me
771576611289--*-2965224300- a must have
38%29%17%58%26%-%-%59%-%83%62%36%24%26%

abaabiabiai

This is a ‘nice to have’
, but I can live without

38101721209----*137173210it being offered
19%18%18%5%19%-%-%-%-%9%5%20%18%18%

cjcjcj

This is a 'great to
have' - makes a
difference and can sway

33121862239*--**131208240my decision
16%22%22%9%21%100%-%-%11%7%8%17%22%21%

ccjcj

11027915213528*-**21096431541NET Important
54%51%39%67%47%100%-%59%11%91%71%53%46%47%

aaaiabia
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149283710413301045480571151392913941513Unweighted total
*431723521044742322427114264810321142Weighted total

---321523281557235057This is a negative to me
-%-%-%16%7%2%5%4%3%4%5%4%5%5%

ee

This is not important to
me - don't mind if not

--*37931418982116333183296333offered
-%-%3%18%31%18%30%26%25%27%29%28%29%29%

bf

This is mandatory to me
-426518267227101136300204265300- a must have
-%100%57%36%20%35%26%31%31%32%26%32%26%26%

aacacacac

This is a ‘nice to have’
, but I can live without

--132121921306375210116197210it being offered
-%-%38%19%8%23%18%18%20%17%18%18%19%18%

This is a 'great to
have' - makes a
difference and can sway

*-*28122191636986240121223240my decision
100%-%2%11%34%23%21%22%21%20%21%19%22%21%

*4281229486390169222541325488541NET Important
100%100%59%47%54%57%47%53%52%52%47%50%47%47%

aac
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
132993763654603-3-4895471513Unweighted total
11170262278421*-*-5574101142Weighted total

*6101922------*1557This is a negative to me
1%3%4%7%5%-%-%-%-%-%-%1%4%5%

d

This is not important to
me - don't mind if not

1396684144-----12113333offered
8%23%25%30%34%-%-%-%-%-%20%28%27%29%

dcd

This is mandatory to me
580706977*-*-431128300- a must have

44%47%27%25%18%70%-%70%-%66%60%14%31%26%

abcaa

This is a ‘nice to have’
, but I can live without

114584692-----1470210it being offered
10%8%22%17%22%-%-%-%-%-%18%54%17%18%

ddd

This is a 'great to
have' - makes a
difference and can sway

432586087*-*-2**84240my decision
38%19%22%22%21%30%-%30%-%34%2%3%20%21%

9112128129163*-*-531212541NET Important
81%66%49%46%39%100%-%100%-%100%63%16%52%47%

abcaa
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Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
101503921421226293159921371282051513Unweighted total

6113670107214119266260108971611142Weighted total

*57*57339-223857This is a negative to me
9%5%1%5%2%15%4%-%4%2%3%5%5%

This is not important to
me - don't mind if not

-3332331135774*12193450333offered
-%29%32%29%25%36%28%25%20%18%35%31%29%

cdcd

This is mandatory to me
42962527554478123382846300- a must have

75%26%36%26%38%19%29%36%38%35%29%29%26%

aa

This is a ‘nice to have’
, but I can live without

12101219925346*10231329210it being offered
12%18%17%19%18%16%17%15%16%21%14%18%18%

This is a 'great to
have' - makes a
difference and can sway

*2401023124358*13271827240my decision
5%21%14%22%17%13%22%23%22%25%19%17%21%

453635506776136136644674541NET Important
80%47%50%47%55%33%51%59%60%59%48%46%47%

aa
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-203130844913144024217126591513Unweighted total
-11396631810931915168101421142Weighted total

-5498214233157This is a negative to me
-%5%5%2%2%4%13%2%3%2%5%

a

This is not important to
me - don't mind if not

-36277913679355346333offered
-%32%29%29%33%25%23%32%34%13%29%

a

This is mandatory to me
-2924691361006503021300- a must have
-%26%25%28%33%31%42%30%29%51%26%

b

This is a ‘nice to have’
, but I can live without

-18183601857131185210it being offered
-%16%19%19%16%18%9%18%18%11%18%

This is a 'great to
have' - makes a
difference and can sway

-242106917692291610240my decision
-%21%22%22%16%22%13%17%16%23%21%

-53456159531698804631541NET Important
-%47%47%50%49%53%55%47%45%74%47%

b
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122048992313936127399352-1428253491513Unweighted total

56929073536441031482282256-745662471142Weighted total

-4141132350-*108-322457This is a negative to me
-%6%4%4%4%5%-%*%4%3%-%4%4%1%5%

a

This is not important to
me - don't mind if not

-206256931812962267273-2015286333offered
-%30%28%26%28%29%39%32%25%29%-%28%27%35%29%

b

This is mandatory to me
3190240109204265*278385-2218075300- a must have

59%27%26%31%32%26%8%33%30%33%-%30%32%31%26%

aa

This is a ‘nice to have’
, but I can live without

2118166581161972135349-1110339210it being offered
33%17%18%16%18%19%53%16%19%19%-%15%18%16%18%

This is a 'great to
have' - makes a
difference and can sway

*13720479121223-166541-1710943240my decision
8%20%22%22%19%22%-%19%23%16%-%23%19%17%21%

a

4327444188324488*42148126-40289118541NET Important
67%47%49%53%50%47%8%52%52%49%-%53%51%48%47%

a
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11111736942109973912772453561513Unweighted total

812102065781339551901622391142Weighted total

***2374122611857This is a negative to me
3%4%1%9%6%5%5%4%3%7%4%5%

c

This is not important to
me - don't mind if not

1**21962181117513853333offered
19%2%4%12%30%27%27%30%27%23%22%29%

This is mandatory to me
*7471822111317675774300- a must have
4%60%46%34%28%26%34%32%35%35%31%26%

This is a ‘nice to have’
, but I can live without

3348111160510332644210it being offered
45%25%39%39%17%20%12%18%17%16%19%18%

This is a 'great to
have' - makes a
difference and can sway

211113218399343160240my decision
29%8%10%6%20%22%22%16%18%19%25%21%

c

3858313393222610188134541NET Important
33%69%56%41%48%48%56%48%53%54%56%47%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
129222146131223631432849148112001469123814561513Unweighted total

96018234979322110706131109877109890710891142Weighted total

4710*47-115425544853425357This is a negative to me
5%5%*%5%-%5%5%4%5%6%5%5%5%5%

This is not important to
me - don't mind if not

288459284169313167328235314250311333offered
30%25%27%29%38%31%29%27%30%27%29%28%29%29%

This is mandatory to me
2346612259-61274191292251292271289300- a must have

24%37%34%26%-%28%26%31%26%29%27%30%27%26%

bbe

This is a ‘nice to have’
, but I can live without

176356181-34192117210155199160198210it being offered
18%19%17%19%-%15%18%19%19%18%18%18%18%18%

This is a 'great to
have' - makes a
difference and can sway

215268207246236113225188240184238240my decision
22%14%22%21%62%21%22%18%20%21%22%20%22%21%

aa

44992194662106511304517439532455527541NET Important
47%51%56%48%62%48%48%50%47%50%48%50%48%47%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 56  (continuation)                                                                                                                                                   Page 1147

Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
61889512966314227710621671954692041513Unweighted total
478664968541112028191131493431631142Weighted total

3225522494715--557This is a negative to me
7%4%5%3%3%5%6%1%4%-%-%3%5%

aaa

This is not important to
me - don't mind if not

145188288142966243224612*50333offered
30%28%30%25%26%33%30%20%31%35%12%31%29%

aa

This is mandatory to me
12317724524315421235498*50300- a must have

26%27%25%45%28%27%26%31%33%23%6%30%26%

ac

This is a ‘nice to have’
, but I can live without

8212917662531148272210228210it being offered
17%19%18%10%22%15%18%24%15%29%59%17%18%

bcb

This is a 'great to
have' - makes a
difference and can sway

961442079234116928275129240my decision
20%22%21%17%20%21%21%24%18%13%23%18%21%

219322452335395381637613179541NET Important
46%48%47%61%48%47%47%55%51%36%28%48%47%

cb
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528171851261974710768137493621513Unweighted total
44105831467716382046111391142Weighted total

2*24242212*757This is a negative to me
5%1%4%12%5%5%12%6%5%5%*%5%5%

b

This is not important to
me - don't mind if not

17312582129411537333offered
38%26%21%18%16%27%13%25%22%23%42%26%29%

abbdacd

This is mandatory to me
942091420413515140300- a must have

21%39%34%30%31%26%28%33%23%32%12%29%26%

dbb

This is a ‘nice to have’
, but I can live without

921479194739331210it being offered
20%22%25%24%19%25%23%17%16%20%29%22%18%

This is a 'great to
have' - makes a
difference and can sway

7110513144779224240my decision
16%12%17%16%28%18%24%19%33%20%17%17%21%

cabc

165291427348201124364541NET Important
37%51%50%46%59%43%52%52%57%52%29%46%47%

dcbbb
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
938212610694128819438320672391513Unweighted total
7795861298793626614930731941142Weighted total

6952213482-1357This is a negative to me
8%9%6%2%2%2%6%7%6%6%-%7%5%

bgbgibbbgbbg

This is not important to
me - don't mind if not

242124412730192240111857333offered
31%22%27%32%31%32%30%33%27%36%25%29%29%

This is mandatory to me
21241938152822154362246300- a must have
27%26%22%30%17%30%36%22%29%20%30%24%26%

hhahjh

This is a ‘nice to have’
, but I can live without

161992224167113441732210it being offered
20%20%11%17%27%18%11%16%23%13%23%17%18%

afjfjfj

This is a 'great to
have' - makes a
difference and can sway

11222925191711142481645240my decision
14%23%34%19%22%19%18%22%16%25%22%23%21%

adfgild

324648633446332967143891541NET Important
41%49%56%49%39%49%53%44%45%45%52%47%47%

dhl
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3013285583261513Unweighted total
2593082772971142Weighted total

206161557This is a negative to me
8%2%6%5%5%

ccc

This is not important to
me - don't mind if not

69988086333offered
27%32%29%29%29%

This is mandatory to me
65828074300- a must have
25%26%29%25%26%

This is a ‘nice to have’
, but I can live without

44625153210it being offered
17%20%19%18%18%

This is a 'great to
have' - makes a
difference and can sway

61614969240my decision
24%20%18%23%21%

b

126143129143541NET Important
49%46%47%48%47%
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Daily collection service (QD10b. Below, are a list of factors people tell us they consider when sending letters. For each factor, please tell us how important it is to you in
choosing a postal provider or service:)
Base: All who use Royal Mail for letters or large letters and selected a service (QV6a.2=1-2 AND QV6d=1-10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

644667416339193209Standard 1st Class
30%24%11%42%40%49%62%40%49%33%34%

cccaaca

6616604513337173186Signed for 1st Class
31%36%40%39%25%39%55%32%37%30%30%

aaaabce

446475413337152165Standard 2nd Class
19%22%16%31%29%41%63%34%38%26%27%

aabcea

Royal Mail tracked 24
521034398124132140hours

28%13%27%22%22%24%25%29%22%23%23%

Royal Mail tracked 48
225273171149299hours
8%13%13%17%17%20%28%14%21%16%16%

ac

343292872249098Signed for 2nd Class
18%24%8%19%15%23%30%21%21%16%16%

aa

137402761138995Parcelforce Worldwide
6%19%18%26%15%17%14%18%17%15%16%

ae

Special Delivery
127231972146269Guaranteed by 1pm
6%13%19%15%10%22%38%18%19%11%11%

eaabcea

International Tracked
113191142124651(previously Airsure)
4%6%8%12%6%13%30%12%9%8%8%

aabce

International Tracked
*24171042114751and Signed
3%13%10%11%6%12%35%12%7%8%8%

eeabce

11418842114650International Signed
3%3%11%11%4%13%36%11%8%8%8%

aaabce

International standard
mail (previously

113161752124448Airmail)
4%7%7%10%9%14%32%12%10%8%8%

aabce

Special Delivery
31514751133541Guaranteed by 9am

13%4%13%9%4%16%19%18%14%6%7%

aaaaaa
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6231471491552804379158489769Unweighted total
191739155183335820576609Weighted total

International Economy
(previously surface

1*15821*11921mail)
3%2%2%3%4%7%11%5%6%3%4%

aa

None of these (DO NOT
521024234*138589READ OUT)

24%13%26%15%13%12%1%13%15%15%15%

aadddd

Don't Know (DO NOT READ
---4-****1011OUT)
-%-%-%2%-%1%5%1%1%2%2%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

1191417420171742104281620209Standard 1st Class
57%34%49%33%40%30%30%41%23%41%28%39%27%34%

acefghjlaceghjlce

810111571614263393261614186Signed for 1st Class
38%39%37%29%33%25%45%32%19%34%25%39%20%30%

aeaeaeacehja

96101401119193473171416165Standard 2nd Class
44%25%33%26%22%34%33%33%16%33%17%33%22%27%

aceijlceccecece

Royal Mail tracked 24
656121813191920*21813140hours

32%22%22%23%16%23%33%18%45%4%21%20%18%23%

ffiabcfhijkl

Royal Mail tracked 48
436851281111921361299hours

22%13%21%16%25%14%20%11%20%21%13%15%16%16%

fff

4568271312186*1110598Signed for 2nd Class
21%21%20%15%15%24%21%17%13%4%11%25%7%16%

aaaacaa

54779154131341176595Parcelforce Worldwide
24%15%23%15%31%8%23%13%8%12%17%15%7%16%

aefhjaehjacefhjlah

Special Delivery
4655521212121-112269Guaranteed by 1pm

22%22%15%10%5%22%21%12%3%-%10%5%3%11%

abceijabceijaeaeijaeij

International Tracked
3344217563-122651(previously Airsure)

14%11%12%8%3%13%8%6%6%-%12%5%8%8%

ii

International Tracked
32243*8471-166251and Signed

17%9%8%8%1%14%6%7%2%-%15%14%3%8%

aefijaeiaeijaei

3234218542-144450International Signed
14%8%10%8%3%14%9%4%4%-%14%10%6%8%

fififi

International standard
mail (previously

413402845*-144248Airmail)
20%5%9%8%4%15%7%5%1%-%14%10%3%8%

aefgijklaefjlaefjl

Special Delivery
2223447751*82-41Guaranteed by 9am
9%10%6%6%9%12%12%5%3%1%8%5%-%7%

aaaaaaaa
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
75791025135356569645131023062769Unweighted total
20252953449555710345101024173609Weighted total

International Economy
(previously surface

11218*42*-172221mail)
7%3%5%3%*%7%3%*%-%9%7%5%3%4%

fffff

None of these (DO NOT
2338182918711761389READ OUT)
9%12%9%15%17%4%16%17%15%9%16%15%18%15%

hhhhhh

Don't Know (DO NOT READ
*-11014--2-3--11OUT)
*%-%4%2%2%7%-%-%4%-%3%-%-%2%

afgjlm

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

13196561536218367184343209Standard 1st Class
26%35%39%33%33%48%25%28%47%54%40%79%34%

eee

17169511346114172104222186Signed for 1st Class
35%30%36%29%32%38%7%31%26%53%26%47%30%

171493912664635461272165Standard 2nd Class
34%27%27%27%34%17%23%23%15%18%32%55%27%

degd

Royal Mail tracked 24
1013039100444147124271140hours
20%23%27%22%23%11%4%20%32%50%32%15%23%

geg

Royal Mail tracked 48
79228712641443416199hours

14%16%19%15%14%11%6%19%9%55%19%23%16%

59225723262374213198Signed for 2nd Class
11%16%18%16%17%17%18%16%10%20%16%23%16%

29332632643381220*95Parcelforce Worldwide
4%17%22%14%14%12%27%16%2%30%23%2%16%

badddh

Special Delivery
5641851213*292112*69Guaranteed by 1pm

10%11%12%11%11%7%2%13%6%8%15%8%11%

International Tracked
24912381851181-8*51(previously Airsure)
4%9%9%8%10%12%4%8%2%-%10%1%8%

International Tracked
3481041174*261-3*51and Signed
5%9%7%9%9%11%2%11%2%-%4%1%8%

b

44612381751221-5*50International Signed
7%8%8%8%9%12%4%10%1%-%6%1%8%

d

International standard
mail (previously

147642172*191*9*48Airmail)
2%8%4%9%9%6%2%8%2%1%10%2%8%

bb

Special Delivery
437932114*17*26*41Guaranteed by 9am
7%7%6%7%6%11%2%7%1%30%6%8%7%

d

International Economy
(previously surface

12041742*101-4*21mail)
2%4%3%4%2%6%2%4%2%-%5%1%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
946752315382533622259501712010769Unweighted total
485611454641883712234398854609Weighted total

None of these (DO NOT
78219702322476*8*89READ OUT)

14%15%13%15%12%6%15%20%16%5%10%13%15%

bgh

Don't Know (DO NOT READ
*111104--6--1-11OUT)
*%2%1%2%2%-%-%2%-%-%1%-%2%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

93427312197209Standard 1st Class
39%44%28%51%34%34%

aa

7639718177186Signed for 1st Class
32%40%27%35%30%30%

a

7928596159165Standard 2nd Class
33%29%22%26%27%27%

a

Royal Mail tracked 24
5620606134140hours
24%21%23%24%23%23%

Royal Mail tracked 48
42243369399hours
18%25%12%24%16%16%

a

39213829698Signed for 2nd Class
16%22%14%9%16%16%

a

37233539295Parcelforce Worldwide
16%24%13%14%16%16%

ac

Special Delivery
31142436669Guaranteed by 1pm
13%15%9%12%11%11%

International Tracked
261213*5151(previously Airsure)
11%12%5%1%9%8%

aa

International Tracked
34116-5151and Signed
14%11%2%-%9%8%

aa

281110*5050International Signed
12%11%4%1%8%8%

aa

International standard
mail (previously

26156-4848Airmail)
11%16%2%-%8%8%

aa

Special Delivery
1881514041Guaranteed by 9am

7%8%6%3%7%7%

International Economy
(previously surface

1065-2121mail)
4%6%2%-%4%4%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
30313532323746769Unweighted total
2379526723586609Weighted total

None of these (DO NOT
27950*8989READ OUT)
11%9%19%*%15%15%

bc

Don't Know (DO NOT READ
323-1111OUT)
1%2%1%-%2%2%

Refused (DO NOT READ
------OUT)
-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

711073212197---22759138209Standard 1st Class
35%33%37%43%34%-%-%-%75%84%35%33%34%34%

70942111175---22760115186Signed for 1st Class
35%29%25%40%30%-%-%-%75%67%33%34%28%30%

64812013152---22950102165Standard 2nd Class
31%25%24%50%26%-%-%-%75%86%43%29%25%27%

abiabi

Royal Mail tracked 24
3686175134*--21331103140hours
18%27%20%20%23%100%-%-%75%21%13%18%25%23%

cb

Royal Mail tracked 48
345213891*-*215266499hours
17%16%15%30%16%100%-%50%75%25%24%15%16%16%

abi

354319692----24296298Signed for 2nd Class
17%14%22%24%16%-%-%-%-%69%21%16%15%16%

b

38507392----*3355795Parcelforce Worldwide
19%16%8%12%16%-%-%-%-%18%13%20%14%16%

a

Special Delivery
28365663---2*4224169Guaranteed by 1pm
14%11%5%23%11%-%-%-%75%2%21%12%10%11%

aabiai

International Tracked
2427-744---2-5172751(previously Airsure)
12%8%-%26%8%-%-%-%75%-%24%10%7%8%

aaabiabi

International Tracked
3417*942---2*6261751and Signed
17%5%*%32%7%-%-%-%75%18%30%14%4%8%

abaabiaabiai

2723-743---2-5202350International Signed
13%7%-%26%7%-%-%-%75%-%24%11%6%8%

abaabiabia

International standard
mail (previously

2325-741---2*5162548Airmail)
11%8%-%27%7%-%-%-%75%18%23%9%6%8%

aaabiabi

Special Delivery
15242140----*1142641Guaranteed by 9am

7%7%2%3%7%-%-%-%-%2%4%8%6%7%

International Economy
(previously surface

1092418----*361121mail)
5%3%2%14%3%-%-%-%-%18%16%4%3%4%

abiabi
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
30937585627071-24649247460769Unweighted total
2033218527582*-*3321176406609Weighted total

None of these (DO NOT
37456584--***4335189READ OUT)
18%14%8%17%14%-%-%50%15%6%18%19%13%15%

aa

Don't Know (DO NOT READ
352*11---*--3811OUT)
2%2%3%1%2%-%-%-%10%-%-%2%2%2%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

--1331115916871209178137156209Standard 1st Class
-%-%81%36%32%45%39%37%39%34%39%40%39%34%

d

-31121014514465186162122145186Signed for 1st Class
-%97%78%15%16%39%35%32%35%30%35%36%36%30%

d

--265911612956165137102118165Standard 2nd Class
-%-%100%64%52%34%28%28%30%27%30%30%29%27%

Royal Mail tracked 24
****26105994014011384101140hours

100%3%3%1%18%25%25%22%22%23%25%24%25%23%

Royal Mail tracked 48
**-*136666239971555899hours

100%3%-%4%12%13%16%15%13%16%15%16%14%16%

--12157576369884587998Signed for 2nd Class
-%-%78%21%7%20%18%17%20%16%18%17%20%16%

-2*2*37073389577616795Parcelforce Worldwide
-%51%6%20%3%14%17%16%21%16%17%18%17%16%

d

Special Delivery
--**284756256958494769Guaranteed by 1pm
-%-%13%1%24%30%11%12%14%11%12%14%12%11%

a

International Tracked
-2-2173137255142353751(previously Airsure)
-%51%-%21%7%26%7%8%14%8%9%10%9%8%

acdf

International Tracked
-2-2173141275142403451and Signed
-%51%-%20%7%26%8%9%15%8%9%12%8%8%

aacdfd

-2-2172938285040343650International Signed
-%51%-%21%7%26%7%8%15%8%9%10%9%8%

aabcdf

International standard
mail (previously

-2-3172339254836343048Airmail)
-%51%-%34%5%29%6%9%13%8%8%10%8%8%

aacdf

Special Delivery
--**232835134133272841Guaranteed by 9am
-%-%9%1%16%12%7%8%7%7%7%8%7%7%

International Economy
(previously surface

---2*2131992117141521mail)
-%-%-%22%*%8%3%4%5%4%4%4%4%4%

a
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151857521591277769620494557769Unweighted total
*4291025412453184609461342403609Weighted total

None of these (DO NOT
-----44666218950354589READ OUT)
-%-%-%-%-%15%11%14%11%15%11%10%11%15%

bbc

Don't Know (DO NOT READ
----2-3531154511OUT)
-%-%-%-%18%-%1%1%2%2%1%1%1%2%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

245484043*-*-213204209Standard 1st Class
64%49%36%35%36%10%-%13%-%35%8%25%35%34%

abc

138474433*-*-224178186Signed for 1st Class
14%41%35%39%27%10%-%13%-%35%27%35%30%30%

aa

233324426*-*-423157165Standard 2nd Class
51%37%24%39%22%10%-%13%-%69%24%29%27%27%

acac

Royal Mail tracked 24
*12343532*-*--21137140hours
9%14%25%31%27%24%-%30%-%-%29%5%23%23%

ddd

Royal Mail tracked 48
*14201620*-*-*219699hours
9%16%15%15%17%68%-%87%-%1%31%5%16%16%

114212819----2-29498Signed for 2nd Class
29%16%16%25%16%-%-%-%-%35%-%19%16%16%

cd

*19182218-----229195Parcelforce Worldwide
8%21%13%19%15%-%-%-%-%-%29%16%16%16%

Special Delivery
*14151613*-*---*6969Guaranteed by 1pm
1%15%11%14%11%10%-%13%-%-%-%1%12%11%

International Tracked
*151197-----*15051(previously Airsure)
1%16%8%8%5%-%-%-%-%-%2%11%8%8%

abc

International Tracked
*161376-----*24951and Signed
9%17%10%6%5%-%-%-%-%-%1%15%8%8%

abc

*141097-----*14950International Signed
9%15%7%8%6%-%-%-%-%-%1%11%8%8%

ac

International standard
mail (previously

2111076*-*--*24648Airmail)
51%12%7%6%5%10%-%13%-%-%1%15%8%8%

a

Special Delivery
*101086------*4041Guaranteed by 9am
1%10%7%7%5%-%-%-%-%-%-%1%7%7%

International Economy
(previously surface

*3842-----112021mail)
1%3%6%3%2%-%-%-%-%-%15%5%3%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51711731461254-3141117733769Unweighted total
4921341121191-**5710586609Weighted total

None of these (DO NOT
-1415813*--*2128489READ OUT)
-%15%11%7%11%22%-%-%100%31%19%18%14%15%

b

Don't Know (DO NOT READ
-*211-------1111OUT)
-%*%2%1%1%-%-%-%-%-%-%-%2%2%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

417429179598141130594374209Standard 1st Class
19%40%19%40%35%34%34%17%35%35%31%36%34%

bb

515732153578120122565056186Signed for 1st Class
23%36%21%34%33%34%29%17%26%33%36%27%30%

ba

5131241414110114129433655165Standard 2nd Class
25%30%15%31%24%41%28%10%34%26%26%27%27%

bc

Royal Mail tracked 24
41092911048486114423548140hours

20%25%19%24%28%18%21%21%17%25%25%23%23%

a

Royal Mail tracked 48
26921782856611532222999hours
8%16%13%17%16%19%16%18%17%19%16%14%16%

18215832756611630232898Signed for 2nd Class
6%19%10%18%16%21%16%10%19%18%16%14%16%

bb

17623722317111428282495Parcelforce Worldwide
3%17%15%16%13%4%17%13%16%17%20%12%16%

bba

Special Delivery
15716541854611319201769Guaranteed by 1pm
3%13%10%12%11%19%11%12%15%11%14%8%11%

aa

International Tracked
14194216233-1317111051(previously Airsure)
3%9%6%9%9%8%8%-%15%10%8%5%8%

aba

International Tracked
*42114017*341151971051and Signed
2%9%7%9%10%1%8%12%17%11%5%5%8%

abab

*3994014*36*131971050International Signed
2%9%6%9%8%2%9%8%15%11%5%5%8%

abab

International standard
mail (previously

1367419237*92161248Airmail)
3%8%5%9%5%7%9%2%11%13%4%6%8%

bab
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
415791805892633846512126197177256769Unweighted total
2144015545417124411585169139208609Weighted total

Special Delivery
*3373417222151016941Guaranteed by 9am
1%7%5%7%10%9%5%12%6%6%11%4%7%

aa

International Economy
(previously surface

*173183-18-49*721mail)
*%4%2%4%2%-%4%-%5%6%*%4%4%

bbb

None of these (DO NOT
74459291617231528212189READ OUT)

30%10%38%6%9%5%18%69%17%17%15%10%15%

aabca

Don't Know (DO NOT READ
-5292-9-242311OUT)
-%1%1%2%1%-%2%-%2%2%2%1%2%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

-3715148431663412925209Standard 1st Class
-%58%43%32%21%41%45%28%22%41%34%

ababb

-3214168471394473426186Signed for 1st Class
-%50%40%45%23%34%52%32%25%42%30%

bbb

-3611837401253413124165Standard 2nd Class
-%56%33%25%19%31%37%29%23%39%27%

ababb

Royal Mail tracked 24
-27756541992302416140hours
-%43%21%43%20%25%33%21%17%26%23%

bb

Royal Mail tracked 48
-2646423663331251599hours
-%42%13%28%17%16%45%22%18%25%16%

abb

-2077382671231201898Signed for 2nd Class
-%31%22%25%13%18%32%21%15%29%16%

bb

-2754363065329221595Parcelforce Worldwide
-%42%15%24%14%16%42%20%16%24%16%

abb

Special Delivery
-2242372050222131369Guaranteed by 1pm
-%34%12%24%9%12%25%15%9%21%11%

bbb

International Tracked
-253223153521715951(previously Airsure)
-%40%9%15%7%9%25%12%11%14%8%

abb

International Tracked
-2330211832*1714951and Signed
-%36%9%14%9%8%1%12%10%15%8%

abb

-2533231634*17131050International Signed
-%40%9%15%8%8%1%11%9%16%8%

abb

International standard
mail (previously

-242819103811112748Airmail)
-%38%8%12%5%9%8%8%8%11%8%

abbb
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1284982332385311817816477769Unweighted total
-63355150207402714513762609Weighted total

Special Delivery
-15272510311108641Guaranteed by 9am
-%23%8%16%5%8%7%7%6%9%7%

bb

International Economy
(previously surface

-11157715*86421mail)
-%17%4%4%3%4%1%6%5%7%4%

ab

None of these (DO NOT
-34112731613547289READ OUT)
-%5%12%8%35%4%9%24%34%3%15%

caa

Don't Know (DO NOT READ
-13347-22-11OUT)
-%2%1%2%2%2%-%1%1%-%2%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 57  (continuation)                                                                                                                                                   Page 1169

QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

297166181134152349180116-3413057209Standard 1st Class
75%38%49%41%41%39%58%41%49%29%-%61%46%39%34%

baaab

295138159119143349141138-2711362186Signed for 1st Class
77%37%40%36%36%37%61%41%38%35%-%49%40%42%30%

1118911429811414415775-3210032165Standard 2nd Class
36%46%27%32%30%30%19%36%42%19%-%57%35%21%27%

aaaaba

Royal Mail tracked 24
25697118809713757133-206057140hours

94%22%29%26%24%25%19%31%15%34%-%36%21%39%23%

bbbbb

Royal Mail tracked 48
136588155561345595-19414399hours

50%14%17%18%17%15%19%28%15%24%-%34%14%29%16%

bbbb

16767825777*307971-16562798Signed for 2nd Class
36%26%20%18%17%20%5%25%21%18%-%28%20%18%16%

aaab

242677961671355775-19513295Parcelforce Worldwide
92%16%20%18%19%17%16%29%15%19%-%33%18%22%16%

abab

Special Delivery
236525649471254767-22443569Guaranteed by 1pm

79%14%15%12%15%12%16%21%13%17%-%40%15%24%11%

babb

International Tracked
*2938433437*433840-20312251(previously Airsure)

16%11%11%10%11%9%2%35%10%10%-%35%11%15%8%

abab

International Tracked
127384140331443940-25392351and Signed

23%11%11%9%12%9%13%37%10%10%-%44%14%15%8%

abab

130364234351433938-20312150International Signed
23%12%11%9%10%9%13%35%11%10%-%36%11%14%8%

abab

International standard
mail (previously

*28324134301434037-25331948Airmail)
11%11%9%9%10%8%13%36%11%9%-%45%12%13%8%

abab

Special Delivery
118303427281173140-15252041Guaranteed by 9am

36%7%9%8%8%7%14%14%8%10%-%27%9%14%7%

babb
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103764725944625266180502507-110424220769Unweighted total

22573414483273874121371394-56284148609Weighted total

International Economy
(previously surface

*1513171415*211615-1114621mail)
11%6%4%4%4%4%2%17%4%4%-%21%5%4%4%

abab

None of these (DO NOT
-31262029412133171-1281189READ OUT)
-%12%8%4%9%11%39%10%8%18%-%3%10%7%15%

accbcc

Don't Know (DO NOT READ
-23945-185-*3111OUT)
-%1%1%2%1%1%-%1%2%1%-%*%1%1%2%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

37*410518433349399209209Standard 1st Class
30%38%5%25%40%53%63%46%34%49%72%34%

bbcdccbcd

372796152254310696186186Signed for 1st Class
33%43%28%47%36%44%48%57%39%47%64%30%

bccbce

5723131100303165165103165Standard 2nd Class
44%39%22%21%49%29%58%41%24%81%35%27%

aacdcacdec

Royal Mail tracked 24
4121478217311403966140hours

38%7%23%9%18%24%32%41%51%19%23%23%

babababe

Royal Mail tracked 48
51123654192799415599hours

50%7%7%13%14%16%37%36%36%20%19%16%

ababab

45-47271182857987598Signed for 2nd Class
40%32%-%29%27%21%35%37%21%48%26%16%

acacacde

*5634059193195405795Parcelforce Worldwide
5%27%63%19%15%17%37%42%35%19%20%16%

ababab

Special Delivery
*-223651152469374969Guaranteed by 1pm
3%-%19%13%14%15%29%31%25%18%17%11%

ababab

International Tracked
122*3039315138323551(previously Airsure)

10%11%22%2%11%11%59%68%14%16%12%8%

abcabc

International Tracked
224*2638285141283751and Signed

15%11%42%2%10%11%54%68%15%14%13%8%

abcabce

222*3135305037323550International Signed
15%11%24%2%12%10%57%67%13%16%12%8%

abcabc

International standard
mail (previously

322*3039483531323748Airmail)
25%11%21%3%11%11%93%47%11%16%13%8%

abcdabc

Special Delivery
*-21183471241182941Guaranteed by 9am
3%-%19%5%7%10%13%16%15%9%10%7%

bab
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1316132038148592117367297423769Unweighted total
10179152653455275274204291609Weighted total

International Economy
(previously surface

-2**1415211412151521mail)
-%11%1%1%5%4%41%18%4%7%5%4%

abcdabc

None of these (DO NOT
-5-42825-----89READ OUT)
-%30%-%24%11%7%-%-%-%-%-%15%

Don't Know (DO NOT READ
----55-----11OUT)
-%-%-%-%2%1%-%-%-%-%-%2%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

143526170-73197127204187200181199209Standard 1st Class
35%41%31%38%-%43%35%33%35%35%34%36%35%34%

ab

120555142-73170145184176179158178186Signed for 1st Class
30%43%25%32%-%43%30%38%31%33%31%32%31%30%

bbb

105504134-64160106163146160140157165Standard 2nd Class
26%39%17%30%-%38%28%28%28%27%27%28%27%27%

bab

Royal Mail tracked 24
94319103-52126102135126131106126140hours
23%24%41%23%-%31%22%27%23%24%22%21%22%23%

b

Royal Mail tracked 48
5732569-388874958887768699hours
14%25%22%15%-%22%16%19%16%16%15%15%15%16%

bb

6726468-389568969296859498Signed for 2nd Class
17%20%17%15%-%23%17%18%16%17%16%17%16%16%

b

6424368-438270918287768595Parcelforce Worldwide
16%19%16%15%-%26%15%18%15%15%15%15%15%16%

ab

Special Delivery
4518256-346759696666596569Guaranteed by 1pm
11%14%11%13%-%20%12%16%12%12%11%12%11%11%

b

International Tracked
2921534-334945514949454651(previously Airsure)

7%17%24%8%-%20%9%12%9%9%8%9%8%8%

bab

International Tracked
2720234-384743515048434851and Signed

7%15%9%8%-%22%8%11%9%9%8%9%8%8%

bab

3018236-374845504747404750International Signed
7%14%10%8%-%22%9%12%8%9%8%8%8%8%

bab

International standard
mail (previously

2522432-344635484345434348Airmail)
6%17%18%7%-%20%8%9%8%8%8%9%8%8%

bab

Special Delivery
318135-223635414040383941Guaranteed by 9am

8%6%6%8%-%13%6%9%7%8%7%8%7%7%

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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
547141245971257724504751697740658731769Unweighted total
40412821448*168561381589533582500574609Weighted total

International Economy
(previously surface

138312-152111211821202121mail)
3%6%14%3%-%9%4%3%4%3%4%4%4%4%

ab

None of these (DO NOT
4614252*208046837085698489READ OUT)
11%11%11%12%100%12%14%12%14%13%15%14%15%15%

Don't Know (DO NOT READ
9--6-6971191081011OUT)
2%-%-%1%-%3%2%2%2%2%2%2%2%2%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

96113156183523150325314163209Standard 1st Class
34%34%39%33%24%31%35%31%26%24%32%27%34%

a

71115133153322134285216160186Signed for 1st Class
25%35%33%28%22%30%31%27%26%28%17%26%30%

ba

8085111114323114275312161165Standard 2nd Class
29%26%28%20%29%31%27%26%26%20%20%26%27%

Royal Mail tracked 24
6179101930189921476148140hours
22%24%25%17%20%25%23%20%23%10%19%21%23%

a

Royal Mail tracked 48
48516672515631941714699hours
17%16%16%13%17%20%15%19%20%12%24%20%16%

34636482412701436713998Signed for 2nd Class
12%19%16%15%16%16%16%14%18%12%17%17%16%

b

3461618251367153012*3795Parcelforce Worldwide
12%19%15%15%17%18%16%14%15%20%13%16%16%

b

Special Delivery
24454152385110282*2869Guaranteed by 1pm

9%14%10%10%16%11%12%10%14%4%3%12%11%

ba

International Tracked
18332781633612222*2451(previously Airsure)

6%10%7%15%11%5%8%11%11%4%7%10%8%

c

International Tracked
19323171363410223*2351and Signed

7%10%8%13%9%8%8%10%11%5%7%10%8%

17332881353411212*2250International Signed
6%10%7%16%9%6%8%11%10%3%10%9%8%

bc

International standard
mail (previously

21272271852814181*1948Airmail)
8%8%6%14%12%7%7%14%9%3%10%8%8%

ccb

Special Delivery
1327262122344123*1341Guaranteed by 9am

5%8%7%5%8%3%8%4%6%4%14%5%7%

International Economy
(previously surface

12910294134101-1121mail)
4%3%2%4%6%5%3%4%5%1%-%5%4%

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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
340429529581731075171402407010269769Unweighted total
2803294025314975426103202593234609Weighted total

None of these (DO NOT
4346401137961205518*6489READ OUT)
15%14%10%22%25%12%14%19%27%31%4%27%15%

cc

Don't Know (DO NOT READ
47821*92222211OUT)
1%2%2%4%1%*%2%2%1%3%56%1%2%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

73159132510291432230209Standard 1st Class
38%67%43%50%53%56%50%59%43%45%63%51%34%

103186152512281534331186Signed for 1st Class
50%66%50%33%64%55%56%57%45%48%89%53%30%

a

21118131113141020219165Standard 2nd Class
13%15%32%46%56%24%64%27%30%29%47%33%27%

ddacac

Royal Mail tracked 24
4354513414616115140hours

21%56%14%25%19%29%21%29%19%24%19%25%23%

Royal Mail tracked 48
3*353931341411099hours

17%3%9%29%13%21%15%25%11%20%16%17%16%

bd

2*93118101171411498Signed for 2nd Class
12%2%25%18%46%18%47%22%22%20%41%23%16%

acac

42335104881211395Parcelforce Worldwide
23%36%10%17%21%23%21%17%25%17%16%22%16%

Special Delivery
3*232718591969Guaranteed by 1pm

17%8%7%16%8%16%3%15%14%13%40%15%11%

bb

International Tracked
112*1313231351(previously Airsure)
5%11%5%2%4%6%6%6%6%5%18%6%8%

International Tracked
1*21121325*251and Signed
3%5%5%9%3%4%4%6%7%7%9%4%8%

1*111213131250International Signed
3%3%4%9%3%4%5%6%4%5%18%4%8%

International standard
mail (previously

1*21131425*348Airmail)
7%10%6%3%3%6%3%7%6%7%8%5%8%

Special Delivery
2*2114*5461541Guaranteed by 9am

11%3%6%5%3%9%2%9%12%9%40%8%7%

International Economy
(previously surface

**11121223*321mail)
1%3%4%6%5%3%6%3%5%4%5%4%4%

None of these (DO NOT
3*6213*255*589READ OUT)

17%1%19%9%6%7%1%5%14%7%2%8%15%

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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3816864966111571269117722164769Unweighted total
1953517244421493469359609Weighted total

Don't Know (DO NOT READ
--*--*-*-*-*11OUT)
-%-%*%-%-%*%-%*%-%*%-%*%2%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

612142828151214342835209Standard 1st Class
20%25%24%34%48%35%36%51%42%14%22%39%34%

bjklbjklbjkljl

1010142731898376720186Signed for 1st Class
31%20%24%32%53%18%26%30%45%33%18%23%30%

abefgijklabfgjk

41116172215121022-929165Standard 2nd Class
12%21%28%20%39%34%34%37%27%-%23%32%27%

illlll

Royal Mail tracked 24
1011131713988175722140hours
32%22%23%20%22%20%22%32%21%30%18%25%23%

Royal Mail tracked 48
2111816108714*71499hours
7%1%19%9%27%24%24%27%17%3%20%16%16%

kikliklikliklkkk

561220915415441398Signed for 2nd Class
15%12%21%25%15%3%15%13%19%23%11%14%16%

ggggggg

679811656132111195Parcelforce Worldwide
20%13%16%10%18%14%13%21%17%10%30%12%16%

ai

Special Delivery
7457124251126469Guaranteed by 1pm

20%9%9%8%21%9%7%20%13%13%16%4%11%

aafaaa

International Tracked
*23109174426451(previously Airsure)
1%4%6%13%15%3%19%13%5%13%15%4%8%

adgladgladgjkladgladgl

International Tracked
*23811422544451and Signed
1%4%6%9%20%10%7%9%6%23%11%5%8%

adjkl

*23129242444450International Signed
1%4%6%14%15%5%13%8%4%23%11%5%8%

adladldl

International standard
mail (previously

*238133325-4448Airmail)
1%4%5%10%23%8%9%6%7%-%11%4%8%

adefgijkl

Special Delivery
244365216-4341Guaranteed by 9am
6%8%8%4%11%11%7%3%8%-%10%3%7%

aa

International Economy
(previously surface

**2281*1322121mail)
1%*%4%2%14%1%1%2%3%10%5%1%4%

adfgijkl
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
35397264555749371991232118769Unweighted total
325156835843342781173889609Weighted total

None of these (DO NOT
36922745312441189READ OUT)
9%11%16%27%12%9%13%12%14%23%11%13%15%

adghl

Don't Know (DO NOT READ
1-2---2-*2-411OUT)
2%-%3%-%-%-%6%-%*%11%-%5%2%

ddd

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

33716045209Standard 1st Class
23%38%42%32%34%

dad

34655433186Signed for 1st Class
24%35%38%23%30%

adad

30544437165Standard 2nd Class
22%29%31%26%27%

Royal Mail tracked 24
34383334140hours
25%21%23%24%23%

Royal Mail tracked 48
1434292299hours
10%18%20%16%16%

dd

2330242198Signed for 2nd Class
16%17%17%14%16%

2225242495Parcelforce Worldwide
16%14%17%17%16%

Special Delivery
1623191269Guaranteed by 1pm
11%12%13%8%11%

International Tracked
520141251(previously Airsure)
4%11%10%8%8%

dd

International Tracked
523101251and Signed
4%13%7%8%8%

bd

622101250International Signed
4%12%7%8%8%

d

International standard
mail (previously

52510848Airmail)
4%14%7%6%8%

abd

Special Delivery
10149641Guaranteed by 9am

7%8%7%5%7%

International Economy
(previously surface

2114521mail)
2%6%3%3%4%

None of these (DO NOT
1733201989READ OUT)
12%18%14%13%15%
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Table 57  (continuation)                                                                                                                                                   Page 1182

QV6a.1 Which, if any, of the following Royal Mail parcel delivery services does your organisation use to send out parcels and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
146176285162769Unweighted total
139184142144609Weighted total

Don't Know (DO NOT READ
3-2611OUT)
2%-%2%4%2%

c

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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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 and packets?
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
3014136467142253483185327Unweighted total

644667416339193209Weighted total

3132424511363680-24%
47%28%78%36%32%32%18%41%33%32%32%

***9111**1242625-49%
3%7%3%14%15%9%14%4%9%13%12%

1**6621*1212350-74%
24%12%10%9%8%11%16%7%11%11%11%

ab

*2-16204*12495375-100%
5%50%-%25%27%24%8%34%26%25%25%

ee

1**111341*23640Don't know
21%4%9%17%18%24%43%13%21%19%19%

544556012238157169Answered
34.1664.1818.8744.1344.4745.5544.9245.0745.8845.8345.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
40345419922212341156401219327Unweighted total
1191417420171742104281620209Weighted total

334597*91722858680-24%
23%32%26%34%35%2%53%40%22%49%28%32%42%32%

211222257--2-32625-49%
17%7%10%12%11%14%27%18%-%-%7%-%15%12%

2121835141-2112350-74%
17%12%14%10%14%27%7%9%11%-%8%7%5%11%

2334444*9528665375-100%
20%35%21%25%21%26%1%22%50%45%27%37%30%25%

3143245252*94240Don't know
22%14%29%18%19%30%12%12%16%6%31%25%8%19%

ff

97101421612153794201218169Answered
47.2948.4349.4145.3243.6967.3821.4342.4557.6248.4552.3753.3939.1645.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
45282110217105231292269528327Unweighted total
13196561536218367184343209Weighted total

26614532452193*13-680-24%
12%34%25%35%39%29%70%29%18%11%39%-%32%

b

12571961-92-712625-49%
6%13%12%12%10%5%-%13%9%-%20%42%12%

51891481*6323*2350-74%
37%9%16%9%13%4%2%9%15%41%10%10%11%

a

548183589*218*515375-100%
36%25%33%23%13%52%10%31%46%3%15%30%25%

bh

139832162112225140Don't know
9%20%14%21%25%10%18%18%11%44%16%19%19%

12157481214616255162292169Answered
62.0944.6153.3142.8235.9560.3821.6149.9964.8244.5236.4652.5145.81Mean

aabh
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1376912013314327Unweighted total

93427312197209Weighted total

291722-68680-24%
31%41%29%-%34%32%

75134222625-49%
8%12%18%34%11%12%

c

14173202350-74%
15%4%10%24%10%11%

b

239204495375-100%
25%22%28%34%25%25%

2091113940Don't know
21%21%15%7%20%19%

74336211158169Answered
47.4039.8947.1959.1344.8845.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
1351583422305---1219113192327Unweighted total

711073212197---22759138209Weighted total

292810662----*62338680-24%
42%26%31%51%31%-%-%-%-%21%74%40%28%32%

ba

8152125-----17172625-49%
12%14%7%9%12%-%-%-%-%-%14%12%13%12%

6143221----2*3172350-74%
8%13%11%20%10%-%-%-%-%79%6%6%13%11%

17297*53-----*17365375-100%
24%28%21%2%27%-%-%-%-%-%3%28%26%25%

102010238---2-*82940Don't know
15%19%30%18%19%-%-%-%100%-%2%14%21%19%

c

60872210159----2751109169Answered
41.4348.9845.2431.2046.69----57.5622.7243.3848.2245.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--461032237271134327289238262327Unweighted total
--1331115916871209178137156209Weighted total

--*23450532668594848680-24%
-%-%8%63%80%36%32%32%36%32%33%35%31%32%

--1*-*192010262116192625-49%
-%-%84%2%-%2%12%12%13%12%12%12%12%12%

---1*216177231916172350-74%
-%-%-%36%10%14%10%10%10%11%11%11%11%11%

----*2464416534832425375-100%
-%-%-%-%9%21%29%26%23%25%27%23%27%25%

--*-*32733134030253040Don't know
-%-%8%-%1%27%17%19%18%19%17%18%19%19%

--133813213558169148112126169Answered
--44.6628.0324.3446.7948.0447.0341.9245.8146.9944.5347.8645.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3927767501-1-125318327Unweighted total
245484043*-*-213204209Weighted total

*14171216*-*--1265680-24%
2%31%36%29%38%100%-%100%-%-%100%96%32%32%

-6572-------262625-49%
-%14%11%19%4%-%-%-%-%-%-%-%13%12%

a

*6354----2-*212350-74%
20%14%7%12%10%-%-%-%-%100%-%4%10%11%

21016812-------535375-100%
77%22%34%21%28%-%-%-%-%-%-%-%26%25%

-9678-------4040Don't know
-%19%12%18%20%-%-%-%-%-%-%-%20%19%

237423234*-*-213164169Answered
79.9646.2848.6743.4546.687.00-7.00-70.009.4013.5146.1745.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
1127849278116171935518973108327Unweighted total

417429179598141130594374209Weighted total

*5946319346*1221331680-24%
1%34%15%35%32%32%32%28%40%35%8%42%32%

bbbb

*206204*21-57582625-49%
9%12%20%11%7%6%15%-%17%12%11%11%12%

c

2184198*14-531052350-74%
38%10%12%11%13%6%10%-%15%5%24%7%11%

cac

24674617135*51812185375-100%
49%27%23%26%28%11%25%46%17%31%27%24%25%

*3093111425*310131240Don't know
3%17%30%17%19%45%18%26%10%16%30%17%19%

aacd

414421149484116127503062169Answered
68.0046.4352.1144.9450.1635.5744.4257.7838.3947.7758.2041.3845.81Mean

ad
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-83256118722558685435327Unweighted total
-3715148431663412925209Weighted total

-12481312561181211680-24%
-%34%32%28%27%34%23%44%41%45%32%

-517881826272625-49%
-%13%11%16%18%11%49%15%5%29%12%

b

-4173419-4322350-74%
-%10%11%7%10%11%-%9%9%8%11%

-3407746*4515375-100%
-%9%27%15%17%28%13%9%17%4%25%

ac

-1329171228*98440Don't know
-%35%19%35%28%17%15%23%28%15%19%

bba

-2412232311383312121169Answered
-32.4047.3639.5140.9646.8944.2430.9936.7227.4545.81Mean

c
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5179266285228253494289195-73226111327Unweighted total
297166181134152349180116-3413057209Weighted total

13455644848-205940-94721680-24%
58%35%33%35%36%32%-%40%33%35%-%25%36%36%32%

*1020211618-42216-41662625-49%
6%10%12%12%12%12%-%7%12%14%-%12%12%11%12%

-1218191516-42112-31552350-74%
-%12%11%11%11%11%-%7%12%10%-%8%12%9%11%

-2044483139284421-52985375-100%
-%21%27%26%23%26%67%17%24%18%-%15%23%14%25%

121282925301143427-13221840Don't know
36%22%17%16%18%19%33%29%19%23%-%39%17%31%19%

bbb

17613715211012223514690-2110840169Answered
21.9843.7846.8545.3044.3246.7499.0035.2145.3839.03-40.5543.8237.2045.81Mean

c
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
563101902947071169180327327Unweighted total
37*410518433349399209209Weighted total

*4-137621415283768680-24%
8%65%-%14%36%33%44%44%30%37%32%32%

cc

*1*21321111412262625-49%
9%16%14%55%12%12%4%4%15%12%12%12%

dede

-1*-132131914232350-74%
-%14%73%-%13%12%8%4%10%14%11%11%

d

2***214624137535375-100%
67%5%14%1%20%25%7%13%14%8%25%25%

bbcde

*--12133121229294040Don't know
15%-%-%30%20%18%38%35%31%29%19%19%

aaaa

37*38415120226470169169Answered
74.1331.5862.7433.4541.8845.9325.6028.8937.0831.6345.8145.81Mean

ebcde
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2515810275-128313211321300318293315327Unweighted total
143526170-73197127204187200181199209Weighted total

4422258-2464436661665565680-24%
31%43%39%34%-%33%33%34%32%33%33%30%32%32%

148-19-5201626232121212625-49%
10%15%-%11%-%7%10%12%13%12%11%12%11%12%

156*20-11231223212322232350-74%
11%11%8%11%-%15%11%10%11%11%11%12%11%11%

483147-11512551475348535375-100%
33%5%14%27%-%15%26%20%25%25%26%26%26%25%

ac

2214327-223931393638363840Don't know
15%26%39%16%-%31%20%24%19%19%19%20%19%19%

b

121394143-5015796165151162146161169Answered
51.4427.6530.6646.92-40.3346.5141.2445.7845.6846.5247.6946.7045.81Mean

a
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
141186244245645226538421593327Unweighted total

96113156183523150325314163209Weighted total

36324861494811213*23680-24%
37%29%31%32%40%39%32%34%39%23%25%36%32%

52020333156112*122625-49%
5%18%13%19%8%11%10%19%20%16%34%20%12%

b

1491634*18533-42350-74%
14%8%10%19%10%2%12%14%6%23%-%7%11%

cc

23304553642562-85375-100%
24%26%29%27%9%27%28%15%10%18%-%13%25%

aa

1921271125276133*1640Don't know
20%19%17%3%34%22%18%18%25%21%41%25%19%

c

7792129172318123264011147169Answered
44.8046.6648.3045.1732.5145.4547.3140.0531.1147.4623.3833.4545.81Mean

a
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adcbadc*baSignificance Level: 95%
16949284067337946971593327Unweighted total

73159132510291432230209Weighted total

2*34372859*8680-24%
30%6%19%44%22%27%23%26%33%28%16%28%32%

123*564536*62625-49%
15%68%22%1%38%24%35%19%24%17%2%22%12%

a

2*43372848182350-74%
32%10%24%38%27%29%23%29%30%27%53%28%11%

1*41131616*45375-100%
8%7%27%16%8%12%11%20%4%20%2%14%25%

d

1*1*1212121240Don't know
16%10%8%1%4%8%8%7%9%8%27%8%19%

63148122310271329228169Answered
41.6845.6550.8744.5541.9944.3941.7347.7037.7347.1642.7243.8645.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
101028232326202110321150327Unweighted total

612142828151214342835209Weighted total

*3411866592310680-24%
4%21%28%41%29%41%50%37%26%100%32%29%32%

1242122-6--62625-49%
10%15%30%8%3%14%13%-%19%-%-%17%12%

--1-211310-152350-74%
-%-%5%-%7%7%10%20%28%-%7%15%11%

562875146-175375-100%
81%50%15%28%27%34%5%27%18%-%12%22%25%

*237101323-4640Don't know
6%15%22%24%35%4%22%16%8%-%49%17%19%

611112118151011312429169Answered
82.2358.2337.7243.9345.6848.6824.6151.1046.981.0033.5645.9145.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
487214463327Unweighted total
33716045209Weighted total

7262015680-24%
20%36%34%33%32%

75862625-49%
20%7%14%13%12%

c

131462350-74%
2%4%23%13%11%

cdd

13201185375-100%
41%29%17%19%25%

ab

51781040Don't know
16%24%13%22%19%

b

27545235169Answered
55.4445.8043.7541.4445.81Mean
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Standard 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2511125046113252464139252Unweighted total

446475413337152165Weighted total

1221915521254590-24%
15%64%36%40%29%34%46%32%30%35%35%

1**341**191025-49%
32%6%2%7%7%8%1%13%9%6%6%

***921*11151650-74%
8%6%8%20%4%9%3%19%7%10%10%

a

*136233*12444775-100%
12%20%45%13%42%19%11%22%22%29%28%

b

1*1101041*23034Don't know
34%4%10%21%19%30%39%14%31%20%21%

24637449225122131Answered
40.6336.6155.1737.6255.2640.4826.1344.0344.4046.9146.45Mean

b
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*d*c*b*aSignificance Level: 95%
3330331561622243210525913252Unweighted total

96101401119193473171416165Weighted total

323514461642267590-24%
30%35%31%36%36%22%31%46%58%68%9%41%46%35%

*1*821*1--1121025-49%
2%21%5%6%15%6%1%3%-%-%6%8%12%6%

fjm

1*2141234--*211650-74%
7%1%17%10%11%11%18%11%-%-%1%14%7%10%

l

3214128610316144775-100%
32%34%9%29%19%40%34%30%42%29%32%8%25%28%

kkkk

314272433-*94234Don't know
29%10%38%19%19%21%17%9%-%4%52%29%11%21%

ffjl

66611391516317381014131Answered
53.8446.3335.3546.6338.7260.5853.1542.9444.3732.7373.2030.2737.6246.45Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
322207417810011870155366252Unweighted total
171493912664635461272165Weighted total

85113462522192*8-590-24%
46%34%32%36%39%36%65%36%32%11%29%-%35%

28373*-21-3*1025-49%
10%6%7%6%5%8%-%4%18%-%12%2%6%

11551161-41-311650-74%
5%10%12%9%9%10%-%8%16%-%10%57%10%

44311361631151*9-4775-100%
22%29%27%29%25%46%27%28%18%34%34%-%28%

33182614**13114134Don't know
18%21%21%21%22%1%9%24%16%55%15%41%21%

141183110050634151231131Answered
36.6147.5944.0447.2042.9855.1338.2346.7039.0578.7048.0367.6746.45Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
11149916246252Unweighted total

7928596159165Weighted total

241321157590-24%
31%47%36%17%36%35%

c

433281025-49%
5%10%5%32%5%6%

11242141650-74%
14%5%6%32%9%10%

23519-474775-100%
29%18%33%-%29%28%

1751213334Don't know
21%19%20%18%21%21%

6223475126131Answered
48.6833.3250.0534.9646.9046.45Mean

bb
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
1151172027225---132388137252Unweighted total

64812013152---22950102165Weighted total

25277554----222034590-24%
39%33%34%36%35%-%-%-%-%98%27%40%33%35%

25319-----1181025-49%
3%6%13%10%6%-%-%-%-%-%15%2%8%6%

b

862313-----3581650-74%
13%7%8%20%9%-%-%-%-%-%30%11%8%10%

18236245-----216294775-100%
29%28%29%16%29%-%-%-%-%-%23%32%28%28%

10213232---2**82434Don't know
16%26%16%18%21%-%-%-%100%2%5%15%24%21%

53611711120----294378131Answered
46.8445.4048.9244.7646.60----10.0054.2447.3846.1846.45Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--581228169206109252222180200252Unweighted total
--265911612956165137102118165Weighted total

--*24145431759533945590-24%
-%-%22%40%83%15%39%33%31%35%39%38%38%35%

--11-1583108671025-49%
-%-%68%18%-%8%4%6%5%6%6%5%6%6%

--*21210136161513111650-74%
-%-%3%34%12%22%9%10%11%10%11%13%9%10%

---**1353615473725324775-100%
-%-%-%8%4%17%30%28%27%28%27%25%27%28%

--*-*32129153424192434Don't know
-%-%6%-%1%38%18%23%26%21%18%19%20%21%

--165595100411311138394131Answered
--39.6637.1714.0956.6745.6146.8747.5046.4544.1742.8944.2946.45Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
2735959291-1-248237252Unweighted total
233324426*-*-423157165Weighted total

210131810----21255590-24%
100%30%39%42%41%-%-%-%-%51%34%55%35%35%

-1222------*101025-49%
-%4%7%4%9%-%-%-%-%-%-%3%6%6%

-6414------1151650-74%
-%17%11%3%16%-%-%-%-%-%-%32%9%10%

b

-99146*-*-21*444775-100%
-%25%27%32%22%100%-%100%-%49%59%8%28%28%

-8583-----**3434Don't know
-%24%15%19%12%-%-%-%-%-%6%2%22%21%

226273523*-*-413123131Answered
5.1448.1944.0144.4242.7990.00-90.00-54.5065.5536.6846.1946.45Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 59  (continuation)                                                                                                                                                   Page 1206

Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
11211392139114147447705377252Unweighted total

5131241414110114129433655165Weighted total

350104816439-6191320590-24%
60%38%43%34%38%42%34%-%20%44%37%37%35%

d

17374*5-21261025-49%
20%5%13%5%11%2%5%-%6%1%5%11%6%

ac

-151155-11*55331650-74%
-%11%4%11%11%-%10%46%17%12%8%5%10%

a

1362458435-13910154775-100%
18%27%9%32%20%38%31%-%45%22%28%26%28%

bac

*247278224*3981234Don't know
3%18%31%19%21%19%21%54%12%21%22%21%21%

51081711533891*25342844131Answered
27.1145.0126.2849.3737.4052.0049.2150.0062.0641.5143.3143.2946.45Mean

cabc
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-6819887581944604431252Unweighted total
-3611837401253413124165Weighted total

-945121841-17147590-24%
-%26%38%31%45%32%-%42%44%31%35%

-3735511121025-49%
-%9%6%8%11%4%40%2%2%7%6%

a

-511231215341650-74%
-%15%9%5%9%10%42%12%9%18%10%

a

-4327443-11874775-100%
-%10%27%18%11%34%-%26%25%28%28%

cb

-1423141024*86434Don't know
-%40%20%39%24%20%18%19%20%17%21%

bb

-219423301012342520131Answered
-38.6544.2936.9129.8751.4451.7742.3341.2648.7246.45Mean

b
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5194159220171194377238135-5917674252Unweighted total
1118911429811414415775-3210032165Weighted total

-4134503742-155524-83910590-24%
-%35%37%35%37%37%-%33%35%32%-%25%39%32%35%

*76757-2106-2621025-49%
24%6%7%5%5%6%-%4%6%8%-%7%6%7%6%

-1414161311-7158-71331650-74%
-%11%16%11%13%10%-%16%10%11%-%21%13%11%10%

-3615432531-74712-22454775-100%
-%30%16%30%26%27%-%16%30%16%-%7%24%15%28%

aacc

121212719241143124-13181134Don't know
76%18%24%19%19%21%100%31%19%32%-%40%18%34%21%

bbbb

*97701158091-3012751-198221131Answered
36.3548.1737.8748.1044.1244.72-40.5847.3939.80-39.4942.5437.9046.45Mean

a
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
562122101736260128252179252Unweighted total
5723131100303165165103165Weighted total

45214234611215935590-24%
83%70%100%16%32%34%21%37%33%35%33%35%

e

*1-*7711410101025-49%
6%16%-%3%5%7%3%4%6%6%9%6%

-1-1141652716161650-74%
-%14%-%33%10%16%16%8%10%10%15%10%

---*442054847144775-100%
-%-%-%7%33%20%17%12%12%28%13%28%

aacd

*--12424131226343034Don't know
11%-%-%41%19%24%43%40%39%21%29%21%

bbbb

47221067717184013173131Answered
5.8821.8310.0041.1551.2742.9049.7432.6933.9546.4537.0046.45Mean

acdacd
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
180589207-104246172250232245225241252Unweighted total
105504134-64160106163146160140157165Weighted total

3620147-2359415752585357590-24%
34%40%16%35%-%36%37%39%35%35%36%38%36%35%

52-6-4831068781025-49%
5%3%-%4%-%7%5%3%6%4%5%5%5%6%

106-15-712616151515151650-74%
10%12%-%11%-%11%8%6%10%11%10%11%10%10%

3511239-9472747444640444775-100%
33%23%48%29%-%14%29%25%29%30%29%28%28%28%

cc

1911127-213428342932253234Don't know
18%23%36%20%-%32%21%27%21%20%20%18%20%21%

b

86382107-4312677129118128115125131Answered
49.8042.6470.5647.43-37.6846.4342.9146.9448.0146.5146.0046.2946.45Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 59  (continuation)                                                                                                                                                   Page 1211

Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
113139179185344164437117378252Unweighted total

8085111114323114275312161165Weighted total

28314151383713186*22590-24%
34%36%37%43%30%36%32%49%33%52%39%36%35%

b

467*3*7241*51025-49%
5%7%6%3%6%2%6%9%7%12%17%8%6%

79834312161-71650-74%
8%11%7%30%10%12%11%2%11%9%-%11%10%

262132213635615*-144775-100%
32%25%29%18%29%26%30%23%28%2%-%23%28%

1519231106234113*1334Don't know
19%22%21%6%24%24%20%16%20%25%44%22%21%

6567891033189122439*48131Answered
48.6944.2745.4242.8750.3845.2049.3135.7046.6121.7411.9742.6446.45Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 59  (continuation)                                                                                                                                                   Page 1212

Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adcbadc*baSignificance Level: 95%
743322403236433265960252Unweighted total
21118131113141020219165Weighted total

1*41443717*6590-24%
49%51%38%17%29%37%23%49%13%36%10%29%35%

bd

1*31242424151025-49%
47%7%24%15%17%35%17%28%23%20%70%25%6%

--12323233*31650-74%
-%-%13%25%25%22%23%17%33%17%6%17%10%

*-223*3*13-44775-100%
2%-%20%28%24%1%25%1%11%17%-%23%28%

acac

**11112122*134Don't know
2%43%5%16%5%5%12%4%20%11%14%6%21%

a

2*10713101213818118131Answered
16.2520.9139.1353.5447.5627.5550.9824.8045.9538.6126.2543.4946.45Mean

aa
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*dc*baSignificance Level: 95%
71023162224181367844252Unweighted total
41116172215121022929165Weighted total

14389853729590-24%
21%37%16%48%41%53%41%32%33%20%32%35%

--2-**115--1025-49%
-%-%14%-%2%2%5%14%23%-%-%6%

a

--1-421-3-51650-74%
-%-%4%-%19%13%9%-%15%-%16%10%

3583*2334694775-100%
69%46%51%15%2%16%28%34%20%74%30%28%

*22682222*734Don't know
10%17%14%37%37%14%16%20%10%6%23%21%

391411141310820822131Answered
69.8162.8762.4729.5228.2432.4944.8548.6740.6471.6450.1546.45Mean
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
40629852252Unweighted total
30544437165Weighted total

7251511590-24%
24%46%35%29%35%

d

217-1025-49%
7%2%16%-%6%

aac

16451650-74%
2%12%10%12%10%

16511154775-100%
52%10%25%40%28%

bccc

4176734Don't know
15%31%14%19%21%

b

26383830131Answered
63.5830.0443.4355.8746.45Mean

bccc
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Standard 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*dcbaSignificance Level: 95%
2512186142117223065158275Unweighted total

6616594413337170183Weighted total

1342812612359650-24%
18%42%25%48%27%47%39%62%44%35%35%

aaa

*24641-*1171825-49%
5%28%26%11%9%8%-%4%13%10%10%

*-4251-**171850-74%
3%-%22%4%11%4%-%9%4%10%10%

**28121**1252675-100%
8%2%12%14%28%9%4%6%13%14%14%

422141142125256Don't know
65%28%14%24%25%32%58%19%27%31%31%

241445339125118127Answered
37.6314.1840.5730.3746.9125.2112.2418.8130.7936.4835.70Mean

be
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*gf*e*dc*b*aSignificance Level: 95%
2834391741917263496381213275Unweighted total

810111541614263283261614183Weighted total

4764872712422102650-24%
55%68%51%31%46%15%26%39%54%69%7%61%13%35%

cfjcjcc

111161*231-5141825-49%
10%8%6%10%6%1%7%9%12%-%18%8%26%10%

-111616221-2-31850-74%
-%6%10%10%6%42%7%6%12%-%7%-%19%10%

*1*254-48-14132675-100%
2%6%1%16%23%-%14%25%-%28%17%8%22%14%

kklk

31349361272*134356Don't know
33%11%31%32%20%42%46%21%22%3%51%24%20%31%

llfjl

598105138142563131211127Answered
15.3921.2421.0038.9638.7949.6134.7443.4018.0127.3054.4116.5848.3335.70Mean

l
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
372388718810417881198335275Unweighted total
17166501335914172104222183Weighted total

5602243167*2632101650-24%
32%36%43%33%27%52%15%36%34%45%45%52%35%

21621682*52*2-1825-49%
12%10%4%12%13%12%6%7%17%10%8%-%10%

b

5135125*-101-1-1850-74%
29%8%10%9%9%4%-%14%9%-%4%-%10%

a

32371953*113-4-2675-100%
19%14%14%14%9%20%13%16%30%-%16%-%14%

1551542242120126156Don't know
8%33%29%32%42%13%67%27%9%45%28%48%31%

be

1511136913412*5292161127Answered
45.8634.3030.9737.5834.6329.9445.4038.3446.3121.8530.6616.7835.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
111611029266275Unweighted total

7339718175183Weighted total

261326461650-24%
35%34%36%43%35%35%

459-181825-49%
6%13%13%-%10%10%

1233-181850-74%
16%8%4%-%10%10%

a

113121252675-100%
15%8%17%11%14%14%

21152145356Don't know
28%38%29%45%30%31%

5324504122127Answered
39.1131.9334.0524.6236.1135.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
1151402018257---111697160275Unweighted total

69922111172---22759114183Weighted total

26354659-----61939650-24%
37%38%21%59%34%-%-%-%-%-%91%33%34%35%

99**18-----*991825-49%
13%10%1%2%10%-%-%-%-%-%4%15%8%10%

1142216----2*961850-74%
16%5%10%19%9%-%-%-%-%100%3%16%6%10%

ba

6173-26------6202675-100%
9%18%13%-%15%-%-%-%-%-%-%11%17%14%

c

172812254---2-*153956Don't know
25%30%54%20%31%-%-%-%100%-%3%25%35%31%

5265109118----274474127Answered
33.5136.6341.3422.1336.69----70.008.9035.7437.2535.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-235924206223114275249206232275Unweighted total
-31121014214363183159120144183Weighted total

-21*2352542265594551650-24%
-%47%92%5%94%32%36%38%35%35%37%37%35%35%

-----118148181813171825-49%
-%-%-%-%-%6%12%10%13%10%12%11%12%10%

---*-112177181310131850-74%
-%-%-%9%-%11%8%12%10%10%8%8%9%10%

---**220185262217192675-100%
-%-%-%3%3%19%14%12%8%14%14%14%13%14%

-2*1*34141215647354556Don't know
-%53%8%83%3%32%29%28%34%31%29%29%31%31%

-21*27101102421271128599127Answered
-5.001.0044.3812.0944.2434.2434.7031.3135.7033.7833.6434.0335.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2718161341-1-212269275Unweighted total
138474430*-*-224176183Weighted total

*1618159*-*----65650-24%
10%43%38%35%31%100%-%100%-%-%-%-%37%35%

-2773-------181825-49%
-%5%14%16%9%-%-%-%-%-%-%-%10%10%

d

*4431----2-4121850-74%
90%11%10%6%3%-%-%-%-%98%-%100%7%10%

-5675----*2-242675-100%
-%12%13%15%16%-%-%-%-%2%100%-%14%14%

-11121212-------5656Don't know
-%29%25%27%41%-%-%-%-%-%-%-%32%31%

127353218*-*-224119127Answered
45.9432.1132.9135.5334.501.00-1.00-70.4880.0065.2533.6035.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
122374423111212151534816986275Unweighted total

515432151568119121564956183Weighted total

2578572034216191622650-24%
48%37%25%38%36%36%35%74%30%35%34%39%35%

1172165*13-16831825-49%
22%11%7%11%9%1%11%-%5%11%16%6%10%

a

*13992214-74421850-74%
1%8%28%6%3%20%12%-%35%7%9%4%10%

acabc

*225214220-311562675-100%
1%14%16%14%7%20%17%-%14%20%11%11%14%

c

14684825229*315152356Don't know
28%30%25%32%46%22%24%26%15%27%30%41%31%

ad

41092410230690118413433127Answered
15.3034.3947.1632.9925.4338.5638.956.7345.2140.1531.8129.6835.70Mean

ac
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-73227122622136614433275Unweighted total
-3213968471364463425183Weighted total

-1250201550213109650-24%
-%37%36%29%32%37%59%29%29%36%35%

-31512414-8351825-49%
-%9%11%17%9%10%-%17%9%18%10%

-1135117-7721850-74%
-%3%9%7%23%5%-%15%22%8%10%

a

-*194422-8452675-100%
-%*%13%5%9%16%-%18%12%21%14%

ac

-164329134421010456Don't know
-%51%31%42%27%32%41%22%29%16%31%

bb

-16964035922362421127Answered
-18.1534.4029.1038.3734.706.0640.8941.5337.0435.70Mean

cc
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6163219243197224584214213-61192113275Unweighted total
293135156116141348138138-2711161183Weighted total

137495844482165247-114420650-24%
62%40%36%37%38%34%64%33%37%34%-%41%39%33%35%

-915171217-21114-31191825-49%
-%9%11%11%10%12%-%4%8%10%-%10%10%15%10%

-713101013-71415-*761850-74%
-%8%9%7%8%9%-%15%10%11%-%*%6%9%10%

c

*1017241719-*1817-*1772675-100%
2%11%12%15%14%13%-%*%13%12%-%*%15%12%14%

cccc

129424833441234346-13321956Don't know
35%32%31%31%29%31%36%47%31%33%-%48%29%31%31%

abab

1639310983972259593-147942127Answered
21.6229.9833.8434.5233.8234.601.0027.5834.2335.30-13.4033.0133.3635.70Mean

cc
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
563111672375775166159275275Unweighted total
372794150254210693183183Weighted total

24*33953815354065650-24%
54%50%2%47%41%36%32%37%33%43%35%35%

-2-1915*1149181825-49%
-%22%-%13%9%10%*%2%14%10%10%10%

dedede

121-713*656181850-74%
30%26%25%-%8%8%1%13%4%6%10%10%

cece

*--21122-*102262675-100%
1%-%-%23%11%14%-%*%9%2%14%14%

bdebde

**212947172043365656Don't know
14%2%73%16%30%31%67%48%40%38%31%31%

abcdaa

3716651038226358127127Answered
25.4032.6346.2936.7229.0536.229.4722.8230.5019.9635.7035.70Mean

ebeebde
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
201588221-115260219274262266250263275Unweighted total
117555139-73168145181173176156175183Weighted total

4319150-3361506563645763650-24%
36%35%14%36%-%45%37%35%36%36%36%37%36%35%

125-15-4171518171817181825-49%
10%10%-%10%-%5%10%10%10%10%10%11%10%10%

68-13-9171218161613161850-74%
5%15%-%9%-%13%10%9%10%9%9%8%9%10%

b

197120-2211926252522252675-100%
16%12%23%14%-%2%13%13%14%14%14%14%14%14%

cc

3815342-255148545353465256Don't know
32%28%63%30%-%35%30%33%30%30%30%30%30%31%

7940297-4811796127121123109123127Answered
34.9237.0564.6934.66-23.5534.4535.0735.7035.3535.1834.5835.2535.70Mean

cc
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
109166204204643186437119281275Unweighted total

70113131153322131285116159183Weighted total

22434861010468184*21650-24%
32%38%37%41%31%46%35%30%34%22%47%35%35%

2161413*16254-61825-49%
3%14%11%7%9%2%12%8%9%26%-%10%10%

b

14385548656-91850-74%
20%3%6%32%16%16%6%23%11%35%-%15%10%

acbb

14122213121410--82675-100%
19%11%17%4%9%3%16%16%19%-%-%13%14%

acc

1839382127416143*1656Don't know
25%34%29%16%35%33%31%23%27%18%53%26%31%

52749312221590223713*44127Answered
43.9729.8935.9132.0336.9721.7635.6245.7738.7439.955.0036.2335.70Mean

acc
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*adc*badc*baSignificance Level: 95%
17945204060296941871586275Unweighted total
103186152512281534331183Weighted total

4*83912714516115650-24%
46%15%47%52%58%48%63%51%35%48%44%48%35%

122*442354161825-49%
11%73%10%5%24%14%21%10%30%13%35%20%10%

c

-*22131424-31850-74%
-%2%12%39%6%13%8%15%14%12%-%10%10%

3-3**3*527*32675-100%
32%-%20%2%1%13%*%17%14%20%2%11%14%

dd

1*2*2312121356Don't know
12%10%12%2%11%12%8%7%8%7%19%11%31%

83155142211261431228127Answered
43.9936.5233.8531.6418.6932.2416.5233.8234.6836.4216.5929.2135.70Mean

dd
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
138272027151312944834275Unweighted total
1010142731888376718183Weighted total

21851522516-*8650-24%
16%8%57%20%50%31%22%67%44%-%7%44%35%

32*3***-62-21825-49%
25%18%2%12%*%1%4%-%17%30%-%11%10%

--12221-42141850-74%
-%-%5%6%6%22%11%-%12%38%9%20%10%

24*54-1-722-2675-100%
20%37%1%19%12%-%13%-%18%32%28%-%14%

a

44511104434-4556Don't know
39%37%37%43%32%45%50%33%10%-%56%25%31%

d

6691521445336314127Answered
40.1160.509.7643.6829.0229.7144.0712.5036.1664.3373.0627.2235.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
486211946275Unweighted total
34655331183Weighted total

1023239650-24%
30%35%44%28%35%

53741825-49%
14%5%12%12%10%

15571850-74%
2%8%10%21%10%

d

69842675-100%
17%13%14%12%14%

132510956Don't know
37%38%20%28%31%

bb

21404323127Answered
33.7034.6033.9242.9135.70Mean
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Signed for 1st Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cb*ae*d*cbaSignificance Level: 95%
147632276613143983149Unweighted total

343292772248997Weighted total

1*317113*1242450-24%
15%10%88%58%42%43%24%40%52%46%46%

*2-****-*2325-49%
9%40%-%2%1%4%5%-%6%3%3%

---35*-**7850-74%
-%-%-%10%17%6%-%22%1%8%8%

22-32*-**111175-100%
52%47%-%10%7%3%-%9%1%12%12%

be

1**6931122730Don't know
24%3%12%20%33%44%71%28%40%30%31%

34323184*126267Answered
74.0659.418.2125.0929.5918.607.5434.0312.7329.0028.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1521219212101418621884149Unweighted total

4568171312185*1110597Weighted total

2423739564*252450-24%
40%74%42%45%48%68%45%33%81%69%19%47%38%46%

-**2------2*-325-49%
-%7%8%2%-%-%-%-%-%-%14%2%-%3%

-**72-*31--1-850-74%
-%1%5%9%29%-%1%19%19%-%-%11%-%8%

**-101--4--2221175-100%
12%9%-%13%13%-%-%20%-%-%16%21%37%12%

2*3251465-*62130Don't know
48%9%44%31%9%32%54%28%-%31%51%19%25%31%

25356696135*68467Answered
26.8617.0615.1230.1535.055.987.7546.7313.985.0042.7438.2241.9628.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
181314610356854384223149Unweighted total

59125723162374213197Weighted total

4411134133-192*7*450-24%
70%45%44%47%43%41%-%50%54%19%56%35%46%

12122-*1-*--325-49%
10%2%2%3%5%-%3%1%-%31%-%-%3%

*8265-*21-*-850-74%
2%8%9%8%16%-%2%4%24%-%1%-%8%

-11291223--3-1175-100%
-%12%9%12%3%31%83%9%-%-%23%-%12%

129921102*13113130Don't know
18%32%36%30%33%28%11%35%22%50%20%65%31%

46216512152243110*67Answered
13.3729.4225.2929.2824.9147.1497.0023.4821.7117.8328.9010.0028.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
6135533146149Unweighted total
38213829597Weighted total

22518*44450-24%
58%25%46%15%47%46%

bb

**2-3325-49%
1%1%6%-%3%3%

323-8850-74%
9%8%7%-%8%8%

3*7-111175-100%
9%2%19%-%12%12%

b

914822930Don't know
23%64%21%85%30%31%

ac

29830*6667Answered
24.5425.4532.7710.0028.4228.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
63671911138----295286149Unweighted total
344319691----24286297Weighted total

17208539----241128450-24%
48%47%40%85%43%-%-%-%-%97%80%40%45%46%

*21*2-----*-2325-49%
1%4%4%4%3%-%-%-%-%-%6%-%4%3%

512*8-----*53850-74%
14%3%9%2%9%-%-%-%-%-%3%17%5%8%

ba

452-11------471175-100%
11%12%12%-%12%-%-%-%-%-%-%13%12%12%

9157130----**82130Don't know
26%34%35%9%33%-%-%-%-%3%11%29%34%31%

262912661----24204167Answered
30.8225.2230.469.6130.12----10.009.4336.9926.8028.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3321710812565149133106127149Unweighted total
--12157475369783577997Weighted total

--1-1335391545402636450-24%
-%-%92%-%93%64%47%52%42%46%48%46%46%46%

------3323323325-49%
-%-%-%-%-%-%4%4%6%3%3%4%3%3%

---*-16428646850-74%
-%-%-%7%-%11%7%5%6%8%7%7%8%8%

------984119591175-100%
-%-%-%-%-%-%12%10%10%12%11%9%11%12%

--*2*12222133025192530Don't know
-%-%8%93%7%25%29%29%36%31%30%34%31%31%

--1*145253236758385467Answered
--1.9550.008.0015.8828.2224.6528.2628.3426.7326.4928.1628.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
230423623----1-2146149Unweighted total
114212818----2-29397Weighted total

*99166----2--43450-24%
5%60%44%59%31%-%-%-%-%100%-%-%46%46%

--2*1-------3325-49%
-%-%8%2%3%-%-%-%-%-%-%-%3%3%

-*4*2------26850-74%
-%1%18%1%11%-%-%-%-%-%-%97%6%8%

bd

-2*34-------111175-100%
-%14%1%12%19%-%-%-%-%-%-%-%12%12%

cc

14677------*3030Don't know
95%25%29%26%36%-%-%-%-%-%-%3%33%31%

*11152012----2-26367Answered
5.0024.8221.9022.1442.74----10.00-60.0027.9628.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
51282512459684423413348149Unweighted total
18115822756511530232897Weighted total

13954011330*9131112450-24%
75%48%34%48%40%66%47%46%57%43%48%42%46%

-3*2*-3--2-1325-49%
-%3%2%3%*%-%4%-%-%6%-%3%3%

-6*8125-3212850-74%
-%8%1%9%4%32%8%-%20%6%4%7%8%

-9474-7-23331175-100%
-%11%25%9%16%-%11%-%14%10%15%10%12%

*2462511*20*11171130Don't know
25%30%39%30%39%2%30%54%9%35%33%38%31%

15795717545*1420151867Answered
7.0327.0941.3226.2834.6522.1026.7110.0029.1526.9930.9127.2728.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4112469351144372620149Unweighted total
-2077382670230201797Weighted total

-8361593621399450-24%
-%41%47%39%33%51%74%42%43%52%46%

-222*2-1**325-49%
-%9%3%6%1%4%-%2%1%3%3%

-*6335-222850-74%
-%1%8%8%10%7%-%7%9%12%8%

--8566-6431175-100%
-%-%10%12%21%8%-%21%19%15%12%

cca

-102513921186330Don't know
-%50%32%35%35%30%26%27%28%18%31%

b

-1053251749222141467Answered
-12.8527.3330.9242.0023.604.2136.2634.1530.3428.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5110108133102123248128110-3510357149Unweighted total
16666815677*297871-16562697Weighted total

*3031392635-143932-62610450-24%
24%46%47%49%46%46%-%47%50%45%-%39%46%38%46%

-22223-*12-222325-49%
-%3%4%3%4%4%-%*%1%2%-%11%4%8%3%

-64846-185-*42850-74%
-%9%6%10%7%8%-%4%10%7%-%1%8%9%8%

-77859-297--541175-100%
-%11%10%9%9%12%-%6%11%10%-%-%9%14%12%

c

12021241924*122225-818830Don't know
76%30%33%29%33%31%100%42%28%36%-%50%33%31%31%

*4644573753-175645-8381867Answered
11.6228.1125.7725.6126.6628.52-18.4527.1725.73-11.3926.5535.0028.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
45-7118117354696149124149Unweighted total
45-47170182757977497Weighted total

*4-13333813254533450-24%
6%67%-%33%47%47%45%48%45%46%45%46%

----23**232325-49%
-%-%-%-%3%4%*%*%3%3%3%3%

22--66**186850-74%
43%30%-%-%9%8%1%*%2%8%8%8%

2--287-231151175-100%
39%-%-%41%11%10%-%7%5%12%7%12%

e

**-12222101225302730Don't know
12%3%-%26%31%31%53%44%45%31%37%31%

bb

45-3494881531674667Answered
72.3025.80-57.8627.0026.166.2715.7817.5628.3424.1728.34Mean

c
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
114285116-61144109147145146135144149Unweighted total

6626467-389467959195849397Weighted total

2915133-1544294545444142450-24%
43%58%16%49%-%40%47%43%47%49%47%49%46%46%

3--3-23233333325-49%
4%-%-%4%-%4%3%4%3%3%3%3%3%3%

6223-28386868850-74%
9%6%51%4%-%5%8%5%8%7%8%7%8%8%

64-7-411811111111111175-100%
9%14%-%11%-%10%12%12%12%12%12%13%12%12%

236121-152825282629232830Don't know
34%22%34%31%-%40%30%37%30%28%30%28%31%31%

4320246-236542676566616467Answered
26.3427.6048.3825.11-28.1728.5928.3528.3427.8028.4529.0929.1428.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
6485109102824102214111245149Unweighted total
33636382412691435713897Weighted total

1826265143339153*16450-24%
55%41%42%57%58%24%47%65%44%46%47%42%46%

-32-1*2-1--1325-49%
-%4%3%-%4%3%3%-%2%-%-%2%3%

2651233213-3850-74%
6%9%8%13%8%22%5%13%3%40%-%7%8%

2992-1928--81175-100%
6%15%15%22%-%5%13%12%24%-%-%22%12%

111921175222101*1030Don't know
33%30%33%7%30%46%31%11%28%15%53%27%31%

22444271764813256*2767Answered
19.4932.8532.2937.5714.0631.5328.8724.7636.2432.045.0036.6728.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*ad*c*b*a*dc*baSignificance Level: 95%
622113302125272242840149Unweighted total
2*93118101171411497Weighted total

1*63766849*8450-24%
55%100%66%87%63%68%59%76%52%61%17%61%46%

--*--*-*-*-*325-49%
-%-%3%-%-%4%-%3%-%2%-%2%3%

--1-212122-2850-74%
-%-%15%-%21%12%24%9%27%17%-%17%8%

1--**1*111111175-100%
42%-%-%7%2%12%2%9%16%8%67%8%12%

*-1*2*1**2*230Don't know
3%-%16%6%14%5%15%3%5%12%16%12%31%

2*7310881071211267Answered
37.573.1914.0112.5719.7919.8222.3816.2531.1522.4160.5522.5028.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
75171611787433322149Unweighted total
561220914415441397Weighted total

3166313210228450-24%
54%12%47%30%32%59%62%46%64%56%46%63%46%

--*2----*--*325-49%
-%-%1%10%-%-%-%-%2%-%-%2%3%

--23-*--2--*850-74%
-%-%16%16%-%21%-%-%15%-%-%1%8%

-4222---1--*1175-100%
-%59%17%12%19%-%-%-%8%-%-%4%12%

22264*22222430Don't know
46%29%20%31%49%20%38%54%11%44%54%30%31%

3491441321322967Answered
7.7584.2936.3335.1138.3422.4314.526.7821.047.995.0012.7828.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*dcb*aSignificance Level: 95%
29345828149Unweighted total
2330232197Weighted total

9101412450-24%
39%32%61%58%46%

c

*2**325-49%
*%7%1%1%3%

242*850-74%
8%12%10%1%8%

641*1175-100%
24%13%5%2%12%

6115830Don't know
28%36%23%37%31%

1619181367Answered
44.4635.2118.7210.8428.34Mean
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Signed for 2nd Class (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*cbaSignificance Level: 95%
1361128186715143863130Unweighted total

127231972146269Weighted total

1*6102411222250-24%
46%17%78%43%11%49%45%41%54%35%37%

--**4*--*6625-49%
-%-%7%2%23%1%-%-%1%9%8%

e

*21331***91050-74%
11%74%7%14%15%9%7%21%6%15%14%

-**161--17875-100%
-%5%3%4%34%7%-%-%14%11%11%

1**9321111821Don't know
43%4%5%37%18%34%48%38%24%29%30%

127151651134449Answered
21.2744.4718.4022.9054.7323.4710.3223.7528.0732.9131.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1721187441015155-1933130Unweighted total

4655521212121-112269Weighted total

223182533*-5**250-24%
47%41%56%34%89%39%24%28%33%-%44%8%7%37%

11-4--2-*-2--625-49%
13%17%-%7%-%-%15%-%36%-%17%-%-%8%

12*8--22--2-21050-74%
14%27%2%14%-%-%19%15%-%-%18%-%82%14%

-116-4-2*----875-100%
-%11%16%11%-%32%-%16%31%-%-%-%-%11%

1*118*455--22*21Don't know
26%3%27%33%11%29%41%40%-%-%22%92%11%30%

3533728771-8*249Answered
18.9235.8323.3533.364.9943.8528.0041.5338.22-23.5220.0046.7331.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
17113438748723383271130Unweighted total

5641851213*292112*69Weighted total

42142291*62*6*250-24%
85%33%21%42%45%36%29%21%88%54%47%100%37%

be

-6242--2--1-625-49%
-%9%10%8%11%-%-%8%-%-%8%-%8%

*10372--5--3-1050-74%
4%15%17%14%11%-%-%16%-%-%23%-%14%

-8262--3--2-875-100%
-%12%11%11%10%-%-%11%-%-%17%-%11%

12071352*13**1-21Don't know
11%31%41%26%22%64%71%44%12%46%5%-%30%

h

4441138161*172*12*49Answered
7.8834.3740.5129.6028.991.921.0038.9612.305.7032.7910.0031.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
5429466124130Unweighted total
31142436669Weighted total

1178124250-24%
34%48%33%38%37%37%

3*3-6625-49%
9%*%12%-%8%8%

424281050-74%
14%13%16%60%13%14%

5-2-8875-100%
16%-%10%-%11%11%

857*2121Don't know
26%39%30%3%31%30%

2381734649Answered
35.0018.8434.8333.5531.8931.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
6361612118---11105167130Unweighted total
28365663---2*4224169Weighted total

12122421-----4814250-24%
41%32%51%64%34%-%-%-%-%-%92%34%34%37%

41**6-----*41625-49%
15%2%11%1%9%-%-%-%-%-%1%20%3%8%

ba

19-*10-----*191050-74%
3%25%-%2%16%-%-%-%-%-%3%4%22%14%

cbb

34--8------34875-100%
12%11%-%-%12%-%-%-%-%-%-%16%10%11%

8112219---2**61321Don't know
28%30%38%34%30%-%-%-%100%100%4%27%31%30%

20263444-----4162849Answered
28.4637.1410.746.0334.41-----6.0334.2534.5031.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3161487111591301119699130Unweighted total
--**284756256958494769Weighted total

--*-231721925232018250-24%
-%-%51%-%100%38%36%37%36%37%39%41%38%37%

-----*34*6333625-49%
-%-%-%-%-%1%7%6%*%8%6%7%7%8%

ee

---*-27107108871050-74%
-%-%-%100%-%23%14%18%29%14%15%17%15%14%

acd

------6528662875-100%
-%-%-%-%-%-%13%9%8%11%11%12%5%11%

--*--3141772117111721Don't know
-%-%49%-%-%39%29%30%27%30%29%23%35%30%

--**253339184941383149Answered
--5.0750.003.1222.1734.8230.9833.5331.9831.4832.7326.6431.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1372827181-1---1128130Unweighted total
*14151613*-*---*6969Weighted total

*7376*-*----25250-24%
100%47%22%46%43%100%-%100%-%-%-%-%37%37%

-*211-------6625-49%
-%*%12%5%6%-%-%-%-%-%-%-%8%8%

-*44*-------101050-74%
-%3%24%25%4%-%-%-%-%-%-%-%14%14%

--222-------8875-100%
-%-%14%12%18%-%-%-%-%-%-%-%11%11%

-7424------*2121Don't know
-%49%29%11%30%-%-%-%-%-%-%100%30%30%

*711149*-*----4949Answered
15.008.6043.1831.9934.661.00-1.00----32.0231.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*dcbaSignificance Level: 95%
61052710350674422373334130Unweighted total
15716541854611319201769Weighted total

*225206316*7737250-24%
23%39%33%38%34%60%35%50%55%39%17%42%37%

b

*3241-5-2-21625-49%
46%6%13%7%3%-%11%-%17%-%12%6%8%

c

*8192-8-*6311050-74%
7%15%8%16%13%-%16%-%1%34%14%4%14%

a

-6252-6-1124875-100%
-%11%14%10%11%-%12%-%5%4%10%25%11%

c

*175157212*349421Don't know
24%29%33%29%38%40%25%50%22%23%46%23%30%

c

*40113811334*1014111349Answered
21.3431.6032.8231.7534.186.2933.313.0015.9530.8541.3438.8531.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-49917831995342320130Unweighted total
-2242372050222131369Weighted total

-817146201966250-24%
-%38%40%39%30%39%71%41%45%46%37%

-*1324-2-2625-49%
-%2%2%7%10%7%-%8%-%14%8%

-56537-3211050-74%
-%22%13%14%14%15%-%12%13%10%14%

--2*44-422875-100%
-%-%5%1%21%7%-%19%17%15%11%

a

-81614516143221Don't know
-%38%39%39%25%32%29%20%26%15%30%

-1325221534117101149Answered
-23.5124.3922.5839.5628.702.6335.4933.2530.1531.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
680100111929635099122-448770130Unweighted total
236525649471254767-22443569Weighted total

11722222018-132025-101915250-24%
66%49%43%39%41%38%-%53%42%37%-%45%43%42%37%

-13433-244-*31625-49%
-%2%6%7%6%6%-%10%9%6%-%2%7%2%8%

-561087-*510-2841050-74%
-%13%13%18%17%15%-%1%11%15%-%9%19%12%14%

cc

-*4562-118-224875-100%
-%1%8%10%12%5%-%2%3%11%-%9%5%12%11%

bb

11316151117181720-8111121Don't know
34%35%30%27%23%35%100%33%35%31%-%36%25%32%30%

12336413830-173146-14322449Answered
18.2918.4427.7531.3132.8526.71-14.8522.0331.93-25.8826.7529.9231.98Mean

bbc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1-278010339471308099130Unweighted total
*-223651152469374969Weighted total

*-2*1721510251418250-24%
100%-%100%15%49%41%35%42%37%37%37%37%

----14-2614625-49%
-%-%-%-%2%7%-%9%8%1%9%8%

bbb

---*572310451050-74%
-%-%-%24%15%14%12%13%14%11%11%14%

----*3-1811875-100%
-%-%-%-%*%7%-%3%11%2%1%11%

babe

---112168821182021Don't know
-%-%-%60%35%31%52%33%30%49%41%30%

cc

*-21233571649192949Answered
10.00-10.1637.5817.7026.6616.2920.7031.9819.3122.3831.98Mean

bab

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
98234107-67127110128126124116122130Unweighted total
4518256-346759696666596569Weighted total

167121-1223192524252225250-24%
36%38%45%36%-%37%35%31%37%36%37%37%38%37%

22-4-35566545625-49%
4%10%-%6%-%8%8%9%8%9%8%6%8%8%

91-10-410101010101091050-74%
20%6%-%18%-%12%15%17%15%15%15%16%14%14%

71-7-38576878875-100%
15%3%-%12%-%10%11%9%11%9%11%12%12%11%

118115-112120212119171921Don't know
24%43%55%27%-%34%31%34%30%31%28%29%29%30%

3410141-224639484547424649Answered
36.5623.275.0034.40-30.2533.1833.4831.7930.8432.5333.6232.0831.98Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
517991732228819437144130Unweighted total
24454152385110282*2869Weighted total

81715384165102-11250-24%
33%39%37%51%33%48%32%53%38%74%-%38%37%

325-1-5*4*-4625-49%
14%5%12%-%3%-%11%3%13%12%-%14%8%

286132713*-31050-74%
7%18%15%11%15%29%13%10%11%5%-%10%14%

53125*7-4--4875-100%
20%6%2%36%21%3%14%-%14%-%-%14%11%

ac

61414*621637**721Don't know
26%32%35%2%28%19%30%35%25%9%100%25%30%

1831275177357212-2149Answered
35.2030.0724.8542.2240.2426.9335.1619.9333.128.74-31.7631.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*dc*baSignificance Level: 95%
651313132311242234935130Unweighted total
3*232718591969Weighted total

2*2225*64717250-24%
65%87%72%85%91%77%62%80%83%82%88%78%37%

---*-*-*****625-49%
-%-%-%13%-%1%-%1%6%1%4%4%8%

1*---1*1*1-11050-74%
33%13%-%-%-%16%8%14%1%12%-%12%14%

------------875-100%
-%-%-%-%-%-%-%-%-%-%-%-%11%

*-1*********21Don't know
2%-%28%2%9%6%30%5%10%6%8%5%30%

3*2327*7491949Answered
26.5415.4311.249.2210.4518.269.6616.987.5114.8410.7315.7631.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
7514713939392517130Unweighted total
7457124251126469Weighted total

1*1333139-*1250-24%
14%4%21%38%27%81%54%50%79%-%8%34%37%

-2-----**2-1625-49%
-%41%-%-%-%-%-%5%3%100%-%26%8%

2-12**-11-2*1050-74%
28%-%14%31%2%13%-%19%10%-%36%7%14%

213-2------*875-100%
30%14%56%-%16%-%-%-%-%-%-%6%11%

22*27*111-3121Don't know
28%41%9%31%54%6%46%26%7%-%56%27%30%

534564141023349Answered
58.8046.2664.1027.4235.4318.025.5620.9414.0730.0044.5122.0631.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
26295124130Unweighted total
1623191269Weighted total

29122250-24%
13%39%67%15%37%

2-13625-49%
11%-%3%26%8%

33221050-74%
16%13%12%20%14%

52-*875-100%
34%9%-%2%11%

493421Don't know
26%39%18%37%30%

121415849Answered
58.0428.2115.2132.2131.98Mean
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Special Delivery Guaranteed by 1pm (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
105815749812293281Unweighted total

31514751133541Weighted total

*1483311215170-24%
6%100%74%55%39%53%64%40%57%41%43%

--**2*--*2225-49%
-%-%2%2%29%4%-%-%8%6%6%

--*--*-***150-74%
-%-%6%-%-%4%-%9%4%1%1%

*-*-**-**2275-100%
4%-%10%-%4%4%-%7%4%5%5%

2-*622*111618Don't know
90%-%8%43%27%34%36%45%28%46%45%

*158531121922Answered
41.558.5019.519.1226.3015.403.1123.7215.8521.6620.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
9131148679621152-81Unweighted total
2223447751*82-41Weighted total

11*15451*1-4--170-24%
61%56%14%43%91%71%16%3%100%-%46%-%-%43%

-*-2*------2-225-49%
-%16%-%6%3%-%-%-%-%-%-%92%-%6%

-***--*------150-74%
-%4%16%*%-%-%2%-%-%-%-%-%-%1%

***1------1--275-100%
6%20%21%3%-%-%-%-%-%-%13%-%-%5%

1*117*265-*3*-18Don't know
33%4%49%48%6%29%82%97%-%100%40%8%-%45%

12118451*1-52-22Answered
13.4429.8355.2418.1212.306.0710.088.2817.80-28.2440.00-20.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
136822592962184318181Unweighted total

437932114*17*26*41Weighted total

2163143**7*24*170-24%
50%42%39%44%25%11%29%44%69%75%81%100%43%

-2*2*2-*--*-225-49%
-%7%3%7%3%47%-%1%-%-%2%-%6%

****-----**-150-74%
4%1%5%*%-%-%-%-%-%13%4%-%1%

-2112--*--*-275-100%
-%6%7%5%17%-%-%1%-%-%2%-%5%

21741462*9**1-18Don't know
46%45%46%44%55%43%71%55%31%13%11%-%45%

22151852*8*25*22Answered
7.6521.8925.6919.3339.7333.025.0011.223.2724.3711.3210.0020.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
37143037881Unweighted total
1881514041Weighted total

945*17170-24%
49%49%32%45%43%43%

**2-2225-49%
1%2%15%-%6%6%

c

*-*-1150-74%
2%-%1%-%1%1%

1-1*2275-100%
6%-%6%45%4%5%

747*1818Don't know
42%49%46%11%45%45%

104812222Answered
19.738.2427.7150.0019.9120.70Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
36432774----16294581Unweighted total
15242140----*1142641Weighted total

89*117-----189170-24%
57%37%15%60%42%-%-%-%-%-%64%57%35%43%

*2--2------*2225-49%
1%10%-%-%6%-%-%-%-%-%-%1%9%6%

**-**-----***150-74%
3%*%-%15%1%-%-%-%-%-%16%2%*%1%

*2--2------*2275-100%
1%8%-%-%5%-%-%-%-%-%-%1%8%5%

6112*18----**51218Don't know
39%45%85%25%45%-%-%-%-%100%20%40%48%45%

913*122-----181322Answered
10.7227.7210.0012.8420.93-----12.8410.5627.3320.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--21395571418170566481Unweighted total
--**232835134133272841Weighted total

--*-2*1315717151311170-24%
-%-%32%-%100%7%46%43%52%43%45%49%38%43%

-----2*222222225-49%
-%-%-%-%-%69%1%6%17%6%8%9%7%6%

---*-**111111150-74%
-%-%-%100%-%10%*%1%4%1%2%2%2%1%

------21*2222275-100%
-%-%-%-%-%-%6%3%1%5%5%6%6%5%

--*--*13163181391318Don't know
-%-%68%-%-%14%46%46%27%45%41%34%47%45%

ee

--**23151992219181522Answered
--5.0050.003.7437.9718.5317.8017.8920.7020.0919.6022.5720.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
12419197------18081Unweighted total
*101086------*4041Weighted total

*4362-------17170-24%
100%39%31%79%32%-%-%-%-%-%-%-%43%43%

--2*--------2225-49%
-%-%24%2%-%-%-%-%-%-%-%-%6%6%

-*-*--------1150-74%
-%1%-%5%-%-%-%-%-%-%-%-%1%1%

-*11--------2275-100%
-%1%11%8%-%-%-%-%-%-%-%-%5%5%

-6314------*1818Don't know
-%59%34%7%68%-%-%-%-%-%-%100%45%45%

*4672-------2222Answered
15.006.8834.5318.235.84-------20.7020.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*b*aSignificance Level: 95%
36714673853841322241881Unweighted total
*3373417222151016941Weighted total

*152163213*4382170-24%
23%45%26%46%19%80%57%50%90%28%49%23%43%

c

-2*22**-***2225-49%
-%8%3%7%12%6%2%-%2%3%1%21%6%

-1***-*-**-*150-74%
-%2%2%1%2%-%1%-%3%1%-%3%1%

-2-22**--*11275-100%
-%5%-%6%11%5%*%-%-%1%7%9%5%

a

*135139*9**77418Don't know
77%40%69%40%56%10%39%50%5%67%43%44%45%

*192207213*539522Answered
5.0020.1314.0521.4040.8912.6610.773.004.9514.4623.2035.4720.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-3361512160223181181Unweighted total
-15272510311108641Weighted total

-6108215-423170-24%
-%38%36%34%25%48%-%44%31%49%43%

-222*2-**-225-49%
-%13%8%8%2%7%-%2%3%-%6%

-*1***-***150-74%
-%1%2%1%2%1%-%2%2%2%1%

--21*2-**-275-100%
-%-%6%5%2%6%-%2%3%-%5%

-71313712155318Don't know
-%48%48%52%69%37%100%49%61%49%45%

-81412319-53322Answered
-15.7123.3922.7921.5220.57-14.5420.578.7520.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
550647155642346478-29534181Unweighted total
118303427281173140-15252041Weighted total

*813171311-81317-7118170-24%
12%45%42%49%50%38%-%46%40%42%-%44%46%39%43%

**2222-222-222225-49%
12%1%8%7%9%7%-%12%8%6%-%13%10%12%6%

-***11-**1-***150-74%
-%2%1%1%2%2%-%1%1%1%-%1%2%1%1%

-*2222--12-121275-100%
-%1%5%6%6%6%-%-%4%5%-%7%6%5%5%

191313913171518-59918Don't know
76%51%43%37%33%47%100%41%47%45%-%35%36%43%45%

*917221815-101722-10161222Answered
19.379.4220.6620.7819.6022.57-14.2519.9820.88-24.0420.6022.6220.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
1-245168252981486081Unweighted total
*-21183471241182941Weighted total

*-219151517612170-24%
100%-%100%78%54%43%22%46%43%35%41%43%

----*2--2**225-49%
-%-%-%-%1%7%-%-%6%1%1%6%

----*1**1**150-74%
-%-%-%-%2%2%2%1%1%2%1%1%

----*2--2--275-100%
-%-%-%-%1%5%-%-%5%-%-%5%

---*7155618111618Don't know
-%-%-%22%42%44%76%53%45%61%56%45%

*-211019252271322Answered
10.00-10.1618.388.1220.479.959.4120.708.3010.5220.70Mean

bab
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
6613271-447869817979787681Unweighted total
318135-223635414040383941Weighted total

143116-1115131717171717170-24%
46%42%92%46%-%51%43%37%43%43%43%45%43%43%

2--2-*2222222225-49%
8%-%-%7%-%*%7%7%6%6%6%6%5%6%

1--1-*1*11111150-74%
2%-%-%1%-%1%1%*%1%1%1%1%1%1%

2*-2--1222222275-100%
6%1%-%6%-%-%3%6%5%5%5%5%5%5%

125*14-101718181818161818Don't know
38%57%8%40%-%48%46%50%45%45%45%42%46%45%

193121-111918222222222122Answered
23.256.655.0021.54-12.1018.0823.1320.7020.8120.8320.8320.9120.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
32496131611571223842181Unweighted total
1327262122344123*1341Weighted total

512112421335--3170-24%
38%45%43%100%32%78%37%69%41%-%-%26%43%

2*2-*-2-****225-49%
16%1%9%-%2%-%7%-%1%4%25%1%6%

a

**1---1--*--150-74%
2%1%2%-%-%-%2%-%-%9%-%-%1%

2*1-1*2-****275-100%
12%2%4%-%9%10%5%-%1%4%22%1%5%

41411-7*16172*918Don't know
33%51%43%-%57%13%48%31%57%83%53%72%45%

913152521835**322Answered
32.6712.7820.314.4229.7315.2522.8111.7311.2856.2562.7212.3120.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
5398914815182492281Unweighted total
2*2114*5461541Weighted total

2*1**4*44414170-24%
97%100%30%28%41%90%72%80%85%66%92%84%43%

--*--*-*-*-*225-49%
-%-%6%-%-%3%-%3%-%2%-%2%6%

---**--***-*150-74%
-%-%-%33%43%-%-%6%7%5%-%6%1%

---*---*-*--275-100%
-%-%-%33%-%-%-%6%-%5%-%-%5%

*-1******1**18Don't know
3%-%64%6%16%7%28%5%8%23%8%7%45%

2*1114*4451422Answered
13.9610.917.7551.0227.3910.694.0418.7413.4217.548.7713.0820.70Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 63  (continuation)                                                                                                                                                   Page 1277

Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
149278342631481Unweighted total
2443652164341Weighted total

-*2243114*1170-24%
-%5%47%50%58%59%41%63%66%13%32%43%

-2---**-*--225-49%
-%49%-%-%-%2%13%-%2%-%-%6%

--------*-*150-74%
-%-%-%-%-%-%-%-%5%-%9%1%

-----*1-*-1275-100%
-%-%-%-%-%2%46%-%5%-%23%5%

222232-*13118Don't know
100%46%53%50%42%37%-%37%22%87%37%45%

-22243215*222Answered
-37.499.626.0014.598.9750.696.0017.3920.0036.6920.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
1417331781Unweighted total
10149641Weighted total

2861170-24%
22%56%60%20%43%

2**-225-49%
19%1%4%-%6%

--**150-74%
-%-%3%3%1%

-*11275-100%
-%1%14%9%5%

662418Don't know
59%42%18%67%45%

488222Answered
23.6710.8226.3932.8220.70Mean
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Special Delivery Guaranteed by 9am (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and
packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cb*ae*d*c*baSignificance Level: 95%
108114123466122884130Unweighted total

137402751138994Weighted total

12522153*1251540-24%
77%76%67%55%57%52%31%49%58%58%57%

--*32*-*-5525-49%
-%-%1%8%6%1%-%3%-%6%5%

---3-*-**4450-74%
-%-%-%8%-%8%-%9%9%4%5%

-1-*-*--*3375-100%
-%19%-%1%-%3%-%-%6%3%3%

**2111021112628Don't know
23%4%32%27%37%36%69%39%27%29%29%

13529173*126367Answered
8.4823.1912.3717.247.9617.033.7712.2020.3517.0317.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
151324781541212322064130Unweighted total

54779154131341176594Weighted total

332471326821644540-24%
57%77%28%59%87%50%44%64%46%100%36%68%75%57%

-*-5--32-----525-49%
-%1%-%6%-%-%27%13%-%-%-%-%-%5%

*-13--*-2---1450-74%
10%-%8%4%-%-%1%-%54%-%-%-%21%5%

*-12-*-2-----375-100%
1%-%12%3%-%7%-%14%-%-%-%-%-%3%

214222241--112*28Don't know
32%22%52%28%13%44%29%9%-%-%64%32%5%29%

333571329124164567Answered
14.9210.0440.7216.128.2314.1717.8325.9931.784.129.228.3817.3917.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
11119448636554743282130Unweighted total

29332632643381220*94Weighted total

*541737841271211*540-24%
27%58%55%59%29%100%31%72%92%87%57%50%57%

h

-523---2--3-525-49%
-%6%6%5%-%-%-%5%-%-%17%-%5%

*4232--2--1-450-74%
21%4%5%4%7%-%-%4%-%-%4%-%5%

*312*-21--*-375-100%
17%3%4%3%1%-%55%2%-%-%1%-%3%

127101816-*7**4*28Don't know
35%29%31%29%62%-%14%18%8%13%21%50%29%

e

16622451043311216*67Answered
40.5816.6219.2015.9621.181.5670.4015.688.134.7113.9410.0017.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
5529463127130Unweighted total
37233439194Weighted total

211321351540-24%
56%56%60%91%56%57%

3-2-5525-49%
9%-%5%-%6%5%

22*-4450-74%
5%10%1%-%5%5%

1-2-3375-100%
2%-%7%-%3%3%

11810*2828Don't know
28%34%28%9%30%29%

27152536467Answered
14.9416.7319.458.1517.4317.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
5966511119----1104871130Unweighted total
38507391----*3345794Weighted total

20323252-----21835540-24%
52%63%45%56%57%-%-%-%-%-%66%52%61%57%

23--5------23525-49%
4%7%-%-%6%-%-%-%-%-%-%5%6%5%

4*-14----**3*450-74%
10%1%-%19%4%-%-%-%-%100%5%9%1%5%

ba

*12*3-----*-3375-100%
1%2%27%11%3%-%-%-%-%-%12%-%5%3%

12142*27-----*121628Don't know
33%27%27%14%30%-%-%-%-%-%17%34%27%29%

25375364----*2234167Answered
16.7813.7243.5732.7716.35----55.0028.0514.8217.1817.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-11227991015913011292100130Unweighted total
-2*2*36973389477616794Weighted total

----*246451954493840540-24%
-%-%-%-%84%66%66%61%49%57%63%62%60%57%

------5555555525-49%
-%-%-%-%-%-%7%7%13%5%7%8%8%5%

---*--14*411*450-74%
-%-%-%7%-%-%2%5%1%5%2%2%1%5%

------11*3111375-100%
-%-%-%-%-%-%2%1%1%3%1%1%2%3%

-2*2*11618142821162028Don't know
-%100%100%93%16%34%23%25%36%29%27%26%30%29%

---**25454256756464767Answered
---50.001.005.3813.3614.8612.5917.0313.0712.8812.9217.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edc*b*a*h*g*f*e*d*c*baSignificance Level: 95%
132302326-----33124130Unweighted total
*19182218-----229194Weighted total

-12101413-----2151540-24%
-%61%57%65%71%-%-%-%-%-%98%71%56%57%

-222--------5525-49%
-%9%10%8%-%-%-%-%-%-%-%-%6%5%

-*1--------*4450-74%
-%2%6%-%-%-%-%-%-%-%-%29%4%5%

***-------*-3375-100%
100%3%2%-%-%-%-%-%-%-%2%-%3%3%

-5565-------2828Don't know
-%25%26%27%29%-%-%-%-%-%-%-%31%29%

*14131613-----226367Answered
80.0013.6416.3310.4010.69-----20.5229.5416.5917.03Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 64  (continuation)                                                                                                                                                   Page 1286

Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
7105359538685324353434130Unweighted total
17623712317011328282494Weighted total

*48114313141*9151713540-24%
64%63%48%60%57%59%58%37%64%54%61%54%57%

*5*5--5--32-525-49%
7%7%*%7%-%-%7%-%-%12%6%-%5%

a

-141--4-2-2-450-74%
-%2%15%1%-%-%6%-%15%-%8%-%5%

a

-1-3*-3*2***375-100%
-%1%-%4%*%-%4%46%14%*%2%1%3%

*2081910*17*1961128Don't know
30%27%37%27%43%41%24%17%8%34%23%45%29%

a

*5615521315311219221367Answered
12.4913.0721.2515.8411.362.7418.5646.4528.4310.9617.5012.8917.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-47856241895393119130Unweighted total
-2754363065329221594Weighted total

-1629241540216118540-24%
-%61%54%67%49%61%73%56%49%51%57%

--5**5-3-3525-49%
-%-%10%*%*%8%-%12%-%23%5%

ac

-***41-12-450-74%
-%*%1%*%12%1%-%4%8%-%5%

a

-*1*-3-*-*375-100%
-%1%2%1%-%5%-%1%-%2%3%

-10181212161810328Don't know
-%38%34%32%39%25%27%27%43%24%29%

-1736241848221131167Answered
-9.1212.8411.0618.3916.5211.8717.2717.3118.5917.03Mean
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Parcelforce Worldwide (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
76996109879736085107-417858130Unweighted total
242677961671355775-19513294Weighted total

12541493840-203641-103223540-24%
57%59%62%62%63%60%-%57%63%55%-%54%62%70%57%

-23555--23--5*525-49%
-%4%5%6%8%8%-%-%3%5%-%-%10%*%5%

ac

--121*-214-**1450-74%
-%-%2%2%2%1%-%5%1%6%-%1%1%4%5%

**1311-*23-***375-100%
13%1%1%4%1%2%-%1%3%4%-%2%1%1%3%

115202015201131623-813828Don't know
30%36%30%26%25%30%100%37%29%31%-%43%26%25%29%

22747594547-224052-11382467Answered
29.1111.3812.2116.1612.8912.89-12.9313.4618.81-12.4311.4111.9317.03Mean
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1456679340511306586130Unweighted total
*5634059193194405794Weighted total

-2222235818542034540-24%
-%41%31%63%54%59%42%57%57%50%60%57%

-2--33--533525-49%
-%36%-%-%9%6%-%-%5%8%6%5%

d

-1---*11411450-74%
-%23%-%-%-%1%3%2%5%2%2%5%

--*-*3**3*1375-100%
-%-%5%-%1%5%*%1%3%*%1%3%

*-411418111228161828Don't know
100%-%64%37%36%30%55%40%29%40%31%29%

ac

-522254191967243967Answered
-27.6519.7616.4411.5715.298.869.5617.0310.0212.1517.03Mean
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
8832497-7212096127117123111121130Unweighted total
6324367-438270918287768594Weighted total

3913*39-2749405449544852540-24%
62%52%8%58%-%62%61%57%60%60%62%63%61%57%

32-5--5555555525-49%
5%7%-%8%-%-%6%7%6%6%6%7%6%5%

cc

2--2-14344212450-74%
3%-%-%3%-%3%5%5%5%5%3%2%3%5%

3--3-33233111375-100%
5%-%-%4%-%6%4%3%3%4%1%2%1%3%

1610318-132020242024202428Don't know
25%41%92%27%-%29%25%28%26%25%28%26%28%29%

4814*49-316251676162566167Answered
17.0412.501.0017.93-16.8917.2218.2817.0317.9413.8313.4214.0417.03Mean
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Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
4981869351786254613350130Unweighted total
3461618251366153012*3794Weighted total

2133374137398174*18540-24%
63%54%61%47%53%50%59%55%55%36%62%48%57%

233-2-5-3--3525-49%
5%5%6%-%6%-%8%-%11%-%-%9%5%

221-32*213-4450-74%
6%4%1%-%13%14%*%16%3%26%-%11%5%

c

213**-3*****375-100%
6%2%5%1%*%-%4%3%1%*%13%1%3%

7211747519494*1228Don't know
20%35%27%52%27%36%29%26%30%38%25%31%29%

27404441984711217*2567Answered
19.8815.1116.626.8620.0918.7415.5721.9916.7029.6618.2620.9917.03Mean
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*dc*baSignificance Level: 95%
551510132412232433635130Unweighted total
42335104881211394Weighted total

41235947710*11540-24%
93%79%69%88%93%87%85%84%81%85%27%87%57%

-*---**-**-*525-49%
-%3%-%-%-%*%1%-%1%*%-%*%5%

---*-*-*-*-*450-74%
-%-%-%2%-%*%-%1%-%*%-%*%5%

*-**-1-111-1375-100%
7%-%1%10%-%6%-%7%7%6%-%5%3%

-*1-*11111*128Don't know
-%18%30%-%7%7%14%9%12%8%73%8%29%

41235948711*1267Answered
14.8118.405.8624.9212.0915.8812.6715.6116.6115.487.5315.5417.03Mean
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
66971111610371818130Unweighted total
679811656132111194Weighted total

4342852511-63540-24%
69%37%50%26%75%90%41%84%84%-%53%32%57%

---2----*-22525-49%
-%-%-%20%-%-%-%-%*%-%15%16%5%

2----*1-*--1450-74%
29%-%-%-%-%8%23%-%*%-%-%8%5%

*2------1--*375-100%
1%27%-%-%-%-%-%-%5%-%-%5%3%

*2543*21124428Don't know
2%36%50%54%25%2%36%16%10%100%32%40%29%

6444863512-8667Answered
25.2446.893.9716.535.399.4628.509.2215.78-12.1628.0717.03Mean
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
21295327130Unweighted total
2225242494Weighted total

1116189540-24%
51%63%76%39%57%

-2*3525-49%
-%7%*%14%5%

2*11450-74%
8%2%5%4%5%

2-1*375-100%
9%-%3%2%3%

7741028Don't know
32%29%16%41%29%

1518201467Answered
25.199.1316.1019.5117.03Mean
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
151012353566111738116182Unweighted total

521034398124132140Weighted total

1151511411342470-24%
16%65%48%45%27%54%40%46%63%32%33%

aa

*--*4*--*7725-49%
2%-%-%1%10%2%-%-%4%5%5%

-1342***-131350-74%
-%29%27%11%6%2%4%5%-%10%9%

b

2-*7101-**313275-100%
34%-%5%22%26%8%-%11%9%24%23%

e

3*271231113941Don't know
48%7%21%21%31%33%56%37%24%30%30%

328272751239398Answered
69.4820.1929.3838.5848.8320.6911.3229.1518.4245.4044.05Mean

e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
221723120811192017223614182Unweighted total

656121813191920*21813140Weighted total

42338*37105*624470-24%
58%33%52%31%3%23%36%51%25%65%29%29%34%33%

*1-5---2--2-2725-49%
8%16%-%4%-%-%-%9%-%-%8%-%15%5%

11-124-*22-2-31350-74%
10%11%-%10%45%-%1%9%9%-%8%-%22%9%

*2*29*75110-2223275-100%
5%38%5%24%3%54%28%6%49%-%8%24%17%23%

1*33743754*104241Don't know
20%2%43%31%49%23%35%25%18%35%47%47%12%30%

55484410121417*1141198Answered
20.9151.1117.5746.1557.8268.5347.2224.3162.2410.0030.8441.5243.0644.05Mean
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*cb*aSignificance Level: 95%
2216061121586354157362182Unweighted total
1013039100444147124271140Weighted total

7401630171*174*7-470-24%
67%31%41%30%39%15%13%36%32%11%27%-%33%

-7162--3--3-725-49%
-%5%3%6%4%-%-%5%-%-%9%-%5%

*135832-26-*-1350-74%
2%10%12%8%7%42%-%5%47%-%*%-%9%

1315279--11228-3275-100%
8%24%13%26%21%-%-%23%19%46%29%-%23%

b

2391229132*15*29141Don't know
24%30%31%29%29%42%87%31%2%42%35%100%30%

8902771312*3212218-98Answered
17.2346.3035.9247.1639.2644.485.0041.8649.8881.3048.22-44.05Mean
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
8126736176182Unweighted total
5620606134140Weighted total

18821146470-24%
31%42%34%19%34%33%

32225725-49%
5%10%3%34%4%5%

7242111350-74%
13%9%7%32%8%9%

6323*313275-100%
11%14%38%9%23%23%

c

22511*4141Don't know
40%26%18%6%31%30%

a

34154959398Answered
34.9833.7453.3336.5044.4944.05Mean

c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
709715111711--12759112182Unweighted total
3686175134*--21331103140Weighted total

13277145*---111233470-24%
36%31%41%28%34%100%-%-%-%100%28%38%32%33%

16--7------16725-49%
2%7%-%-%5%-%-%-%-%-%-%3%6%5%

491211-----2291350-74%
10%10%4%37%8%-%-%-%-%-%72%5%9%9%

8186-32------8233275-100%
23%20%34%-%24%-%-%-%-%-%-%27%23%23%

10274240---2--83141Don't know
28%32%22%36%29%-%-%-%100%-%-%27%30%30%

265913395*---13237298Answered
42.3444.3845.9832.1944.481.00---5.8439.3643.8744.6744.05Mean
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
111151013613968182155127139182Unweighted total
****26105994014011384101140Weighted total

***-2*40351147423035470-24%
100%100%100%-%97%7%38%35%26%33%37%36%35%33%

-----22747444725-49%
-%-%-%-%-%27%2%7%11%5%4%4%4%5%

c

---*--10951310891350-74%
-%-%-%100%-%-%10%9%13%9%9%9%9%9%

-----223237322417213275-100%
-%-%-%-%-%29%22%23%17%23%22%20%21%23%

----*23026134132253241Don't know
-%-%-%-%3%37%29%26%33%30%29%30%32%30%

****247574279881586998Answered
1.0010.005.0050.003.9556.8942.7543.9443.4044.0542.4842.2143.2444.05Mean
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
2305339311-1--22177182Unweighted total
*12343532*-*--21137140Weighted total

*315177*-*--*146470-24%
100%27%43%48%22%100%-%100%-%-%5%100%33%33%

a

-*4---------7725-49%
-%4%10%-%-%-%-%-%-%-%-%-%5%5%

b

-2432-----2-111350-74%
-%15%11%10%5%-%-%-%-%-%95%-%8%9%

-*6513-------323275-100%
-%1%18%15%40%-%-%-%-%-%-%-%23%23%

dbcd

-76911-------4141Don't know
-%53%18%27%33%-%-%-%-%-%-%-%30%30%

bc

*6282622*-*--219598Answered
10.0032.4735.7335.2962.841.00-1.00--48.414.9144.2444.05Mean
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
614939143618112527524553182Unweighted total
41092911048486114423548140Weighted total

*42838154281521614470-24%
11%38%28%35%32%83%33%79%36%49%17%30%33%

ab

-4242-5-**24725-49%
-%4%8%4%3%-%6%-%3%1%5%8%5%

-10310517-23521350-74%
-%10%10%9%11%15%8%-%14%8%15%5%9%

42152712-20-2710133275-100%
89%19%16%25%25%-%23%-%16%17%29%26%23%

-32113014*26*410121541Don't know
-%30%38%28%29%2%30%21%30%25%34%31%30%

47718803446011032233398Answered
84.3840.0939.1745.1647.3113.5644.326.0737.3233.4855.1949.4144.05Mean
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-57109100531297463725182Unweighted total
-27756541992302416140Weighted total

-103219143221296470-24%
-%35%43%30%35%33%67%40%37%38%33%

a

-2*424-***725-49%
-%8%*%6%6%5%-%*%1%1%5%

bb

-*65310-4121350-74%
-%*%8%7%7%10%-%12%5%15%9%

c

--912527-2*63275-100%
-%-%13%19%13%27%-%6%1%34%23%

ccb

-152825162611213241Don't know
-%57%37%39%39%26%33%41%55%12%30%

ab

-1248402573218111498Answered
-13.9533.2041.2832.3348.055.0627.0316.0047.9344.05Mean

ccb
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
799137162121134366103172-4510189182Unweighted total
25697118809713757133-206057140Weighted total

22438443035-162946-82721470-24%
71%43%39%37%38%36%-%43%50%35%-%38%45%36%33%

a

--4444-127--22725-49%
-%-%4%4%4%4%-%2%4%5%-%-%3%3%5%

b

-171189-**13-*261350-74%
-%1%7%9%10%9%-%*%*%10%-%1%3%11%9%

bbcbc

-817281417-1229--893275-100%
-%14%18%24%17%18%-%2%4%22%-%-%13%16%23%

bccc

123313025321192338-12212041Don't know
29%42%32%26%31%33%100%52%41%29%-%61%36%35%30%

aaab

23266875564-183395-8393798Answered
16.6730.3337.9843.5439.4540.36-12.2015.3643.06-10.3331.1138.2744.05Mean

bc
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
523389127365418278104182Unweighted total
4121478217311403966140Weighted total

212*2536412471530470-24%
41%88%100%23%53%43%24%40%33%39%46%33%

ce

-----222722725-49%
-%-%-%-%-%2%12%8%5%6%4%5%

2---16**13251350-74%
46%-%-%-%1%7%1%*%9%5%8%9%

bdd

*---510**32**3275-100%
12%-%-%-%10%12%1%*%23%*%1%23%

abde

-*-11729101641202841Don't know
-%12%-%77%35%36%63%51%30%51%42%30%

acccc

412*305361598193898Answered
38.435.0010.508.6622.0331.9615.0211.6144.0513.2117.9344.05Mean

abd
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
127439141-82170140177168172151168182Unweighted total

94319103-52126102135126131106126140Weighted total

3411139-2044384644444043470-24%
36%35%15%38%-%38%35%37%34%35%34%37%34%33%

4--4-15375535725-49%
5%-%-%4%-%2%4%3%5%4%4%2%4%5%

6518-49913131311131350-74%
6%17%12%7%-%8%7%9%10%10%10%11%10%9%

b

253421-4322032283126313275-100%
26%10%43%21%-%8%25%20%24%22%24%24%25%23%

acc

2512330-233632383638273441Don't know
27%38%29%29%-%44%29%31%28%29%29%25%27%30%

b

6919673-299070989093799298Answered
45.6034.8661.8240.94-27.5945.0640.9844.2243.4445.0643.6745.5444.05Mean

cc
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbab*a*baSignificance Level: 95%
7910312584725120366210364182Unweighted total
6179101930189921476148140Weighted total

222536196329161115470-24%
36%32%36%12%31%31%33%42%34%22%78%31%33%

*76-**6*2--2725-49%
*%8%6%-%1%3%6%2%5%-%-%5%5%

b

67823-925*-51350-74%
10%9%8%26%10%-%10%9%11%2%-%11%9%

17152147720564-103275-100%
27%19%21%41%23%39%20%24%12%65%-%20%23%

1725292105325171*1641Don't know
27%32%29%20%35%27%32%23%37%11%22%33%30%

44547271913671630513398Answered
47.2441.4341.9672.3541.4053.1343.0737.8533.4771.0810.9541.1244.05Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*ba*dc*baSignificance Level: 95%
951812202817332343842182Unweighted total
4354513414616115140Weighted total

4134411412313*12470-24%
90%46%68%93%91%85%85%87%52%80%46%83%33%

*----*-***-*725-49%
1%-%-%-%-%*%-%*%1%*%-%*%5%

*----*-*-*-*1350-74%
1%-%-%-%-%*%-%*%-%*%-%*%9%

*1-*-1-111-23275-100%
7%42%-%7%-%11%-%10%21%8%-%11%23%

-*2-**1*22*141Don't know
-%12%32%-%9%3%15%3%26%11%54%5%30%

4234412414515*1498Answered
17.4652.829.9113.936.2420.336.5818.7433.4618.107.7620.3744.05Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
89151216171111453431182Unweighted total

1011131713988175722140Weighted total

2*354335132-7470-24%
24%1%25%29%32%32%33%57%79%35%-%31%33%

a

--23-**-*-2-725-49%
-%-%15%16%-%1%4%-%*%-%24%-%5%

2122--1-*2-41350-74%
18%11%14%10%-%-%14%-%*%32%-%16%9%

d

21022*4-22-273275-100%
19%88%15%11%2%44%-%24%10%-%27%30%23%

d

4-468242223541Don't know
39%-%31%34%66%23%49%19%11%32%49%23%30%

611911474715441798Answered
42.2891.9239.2637.1518.2753.8620.5135.9219.2234.3856.2352.9244.05Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
32456738182Unweighted total
34383334140Weighted total

612219470-24%
17%31%62%25%33%

acd

23*2725-49%
6%7%1%5%5%

52151350-74%
14%4%3%15%9%

b

146483275-100%
40%16%11%25%23%

bc

81671041Don't know
23%42%22%30%30%

b

2622262498Answered
62.3138.5723.8650.6544.05Mean
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Royal Mail tracked 24 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cb*ae*d*cbaSignificance Level: 95%
11111030255812103687145Unweighted total

225273171149299Weighted total

111131431*239420-24%
39%38%25%50%45%45%53%33%46%42%42%

***24*-**7725-49%
3%5%1%7%13%7%-%4%10%7%7%

*112*1***6650-74%
6%27%22%7%1%10%4%11%11%6%6%

-11321-**131475-100%
-%23%13%12%6%10%-%18%12%14%14%

1*261121*12830Don't know
52%6%39%23%35%28%43%34%21%30%30%

123212051136469Answered
17.0340.5341.5324.4118.3328.3011.3737.7130.5930.1129.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1816219012912117321510145Unweighted total

436851281111921361299Weighted total

22336544551525420-24%
41%53%41%42%39%47%35%50%50%56%37%39%41%42%

*1*6-*2-----4725-49%
7%27%1%7%-%3%15%-%-%-%-%-%32%7%

1-*5--**4-*-1650-74%
23%-%1%6%-%-%1%1%40%-%1%-%10%6%

*-1134*12-13-21475-100%
5%-%13%15%30%3%9%16%-%44%24%-%14%14%

1132644541-54*30Don't know
24%20%44%30%31%46%40%33%10%-%38%61%2%30%

33359847782821269Answered
28.3614.2632.0430.6845.8813.4225.7730.2524.8747.2440.034.5328.7729.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
17128489740645777213145Unweighted total

79228712641443416199Weighted total

4381428101*21126-420-24%
60%41%52%39%41%17%10%48%43%47%40%-%42%

-716*--3**4-725-49%
-%8%3%9%1%-%-%6%1%2%24%-%7%

*6155--1--*-650-74%
3%7%5%7%20%-%-%2%-%-%1%-%6%

e

*1341012*92---1475-100%
1%15%13%14%4%41%26%20%50%-%-%-%14%

h

22872282*10*26130Don't know
35%30%27%32%33%41%64%24%6%50%35%100%30%

4642049172*333210-69Answered
9.8731.3525.8831.6827.0870.9974.2733.8044.896.4012.02-29.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
6925515140145Unweighted total
42243369399Weighted total

191112-42420-24%
45%46%37%-%45%42%

12425725-49%
2%8%13%35%5%7%

c

321-6650-74%
8%9%2%-%7%6%

5452121475-100%
12%15%16%29%13%14%

1451122830Don't know
33%22%33%36%30%30%

28192246569Answered
27.0631.9832.0350.1328.8729.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
666613161291-113105079145Unweighted total
345213891*-*215266499Weighted total

15216240*---111327420-24%
43%41%47%25%44%100%-%-%-%86%25%49%42%42%

*7--7------*7725-49%
*%13%-%-%8%-%-%-%-%-%-%*%11%7%

cb

41124-----222650-74%
12%2%7%26%5%-%-%-%-%-%41%8%3%6%

b

58-212--*-*2381475-100%
16%16%-%26%13%-%-%100%-%14%34%13%13%14%

10146228---2--82030Don't know
29%28%46%24%31%-%-%-%100%-%-%30%31%30%

24387663*-*-15184469Answered
32.4731.2614.0944.8928.541.00-85.00-19.4147.6628.3628.6229.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
11-33997105561451149698145Unweighted total
**-*136666239971555899Weighted total

*--*112628742282224420-24%
100%-%-%11%96%19%40%43%29%42%40%40%41%42%

------5627534725-49%
-%-%-%-%-%-%7%10%10%7%6%5%6%7%

---*--4316432650-74%
-%-%-%31%-%-%6%5%6%6%5%5%3%6%

-*-*-*101021411861475-100%
-%100%-%58%-%6%16%15%7%14%15%15%10%14%

----*22118113023192330Don't know
-%-%-%-%4%75%32%28%47%30%33%35%40%30%

df

**-*114548126947363569Answered
1.0090.00-65.775.1028.2332.0730.5529.3829.9831.7031.8026.0629.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*dc*b*a*h*g*f*e*d*c*baSignificance Level: 95%
2293726202-2-142136145Unweighted total
*14201620*-*-*219699Weighted total

*41077*-*-**141420-24%
100%27%48%44%37%35%-%35%-%100%7%100%43%42%

-22**-------7725-49%
-%12%12%1%1%-%-%-%-%-%-%-%7%7%

-*2*1-----2-4650-74%
-%2%11%*%7%-%-%-%-%-%93%-%5%6%

-42*5*-*----131475-100%
-%26%10%1%25%65%-%65%-%-%-%-%14%14%

-5496-------3030Don't know
-%34%20%54%29%-%-%-%-%-%-%-%31%30%

*916814*-*-*216669Answered
5.0045.0027.416.5141.7855.60-55.60-10.0047.644.8329.5029.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*dcbaSignificance Level: 95%
31113111452786425443636145Unweighted total
26921782856611532222999Weighted total

*28933111311616109420-24%
7%41%42%42%39%13%46%59%42%49%47%32%42%

*525**7--412725-49%
3%7%10%6%1%2%10%-%-%14%3%7%7%

c

-433*15-2*4*650-74%
-%5%15%4%2%15%8%-%15%1%16%1%6%

aac

29212329*34151475-100%
90%13%8%15%10%35%14%26%24%11%5%18%14%

-2352514215*3871330Don't know
-%34%25%32%49%35%22%14%19%25%29%42%30%

a

24616531435211224161769Answered
91.1129.3326.5131.0128.2456.7128.8729.7337.7824.0124.3338.1629.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-48817148976453821145Unweighted total
-2646423663331251599Weighted total

-1319191527211116420-24%
-%48%41%45%42%43%73%35%45%41%42%

--4*43-422725-49%
-%-%8%*%11%5%-%12%8%11%7%

ac

-**233-312650-74%
-%1%1%4%9%5%-%10%5%12%6%

-*33310*4*41475-100%
-%1%7%7%10%16%3%12%1%23%14%

-132019102011010230Don't know
-%50%44%44%28%31%24%32%41%12%30%

-1326242643221151469Answered
-8.7020.3820.8025.2632.7710.9328.3512.7934.1729.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
67197127959635893138-377672145Unweighted total
136588155561345595-19414399Weighted total

*1525372224-203040-81619420-24%
37%42%43%46%40%42%-%60%54%42%-%43%40%43%42%

a

-*5334-*37--21725-49%
-%1%8%4%5%7%-%1%5%7%-%-%6%2%7%

b

**2432-**6-**3650-74%
8%1%3%5%5%3%-%1%1%6%-%1%1%6%6%

b

-251084-**14-*661475-100%
-%6%9%13%15%7%-%*%1%14%-%1%14%15%14%

bccc

118212619231132228-10161530Don't know
55%50%36%32%35%41%100%38%40%30%-%56%39%34%30%

a

11837553633-213367-8252869Answered
16.8516.7824.8528.2931.8122.40-7.739.3730.56-9.9129.0430.8529.98Mean

bc
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
7333739435481457188145Unweighted total
51123654192799415599Weighted total

31**17241016421826420-24%
60%85%46%15%48%45%53%58%42%45%47%42%

--*-24--724725-49%
-%-%39%-%5%8%-%-%7%5%8%7%

d

2-*-****6**650-74%
35%-%16%-%*%1%1%2%6%*%*%6%

ab

-*-224--14--1475-100%
-%4%-%85%6%8%-%-%14%-%-%14%

abde

**--152191130202530Don't know
6%11%-%-%41%38%46%40%30%50%45%30%

cc

51122133101669203069Answered
20.5413.7223.0064.8415.5822.337.208.2829.987.179.4529.98Mean

abd
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
100376116-62135113142134135123132145Unweighted total

5732569-388874958887768699Weighted total

2612327-2041304240403639420-24%
45%37%68%39%-%54%46%40%44%45%46%47%45%42%

14-3-*5575554725-49%
3%11%-%5%-%1%6%7%7%6%6%6%5%7%

b

1413-36666444650-74%
1%12%23%4%-%7%7%8%7%7%5%6%5%6%

b

84-10-11191210129121475-100%
13%14%-%15%-%3%12%12%13%12%14%12%14%14%

cc

228*26-132525282626222630Don't know
38%26%9%37%-%35%28%33%30%30%30%29%30%30%

3524443-246349676161546069Answered
27.5932.5018.7231.47-15.4727.8029.1728.8126.9628.4426.4628.8629.98Mean

cc
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cbab*a*baSignificance Level: 95%
6679988371994315312356145Unweighted total
48516672515631941714699Weighted total

2220274116279173119420-24%
45%40%41%57%45%43%42%46%42%41%63%41%42%

*77-*16-6--6725-49%
1%13%11%-%*%5%10%-%14%-%-%12%7%

b

611-522232-5650-74%
12%1%2%-%19%12%4%11%7%27%-%10%6%

ac

67715-9542-51475-100%
13%14%11%16%21%-%14%25%9%24%-%12%14%

141623246193111*1230Don't know
29%32%35%27%15%40%30%18%28%8%37%25%30%

a

3435435219441629713569Answered
28.9530.9926.2827.3438.1215.7229.1840.4724.5737.3010.0027.4429.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*ba*dc*baSignificance Level: 95%
931510142413301739632145Unweighted total
3*353931341411099Weighted total

2*3438210310*8420-24%
75%69%85%77%90%80%71%78%87%75%28%79%42%

-*-****-****725-49%
-%31%-%1%2%1%3%-%2%1%8%1%7%

1---****-1-1650-74%
16%-%-%-%5%4%5%3%-%4%-%5%6%

--*1-1-2*2-11475-100%
-%-%1%22%-%11%-%16%1%15%-%10%14%

*-*-**1**1**30Don't know
9%-%14%-%3%4%20%4%10%5%63%4%30%

3*3539212313*1069Answered
13.439.985.8028.798.3519.858.6423.196.7423.2215.3019.4429.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
411461514149391523145Unweighted total
2111816108714*71499Weighted total

--42653410*44420-24%
-%-%36%21%37%51%42%58%75%100%48%25%42%

--2*-****--4725-49%
-%-%18%6%-%1%4%4%1%-%-%26%7%

212-*-1-1--*650-74%
79%100%18%-%1%-%13%-%4%-%-%2%6%

--1-*32-2-321475-100%
-%-%8%-%2%31%23%-%15%-%46%13%14%

*-26102231-*530Don't know
21%-%20%73%61%17%19%38%5%-%7%34%30%

2192697413*71069Answered
50.0050.0027.699.579.7038.2041.1510.0523.222.0048.0835.8029.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*dcb*aSignificance Level: 95%
19356229145Unweighted total
1434292299Weighted total

413188420-24%
29%38%61%34%42%

c

2114725-49%
14%2%2%17%7%

4*2*650-74%
32%*%5%1%6%

14451475-100%
6%10%14%24%14%

3175530Don't know
19%50%17%24%30%

b

1117241769Answered
32.6524.2325.8039.8829.98Mean
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Royal Mail tracked 48 hours (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
7772213421010224789Unweighted total
113191142124651Weighted total

*11128311126290-24%
33%86%31%63%70%63%59%55%71%57%57%

*----*-*-1125-49%
8%-%-%-%-%1%-%6%-%2%2%

---*2*-*-2250-74%
-%-%-%3%17%3%-%13%-%5%5%

----1----3375-100%
-%-%-%-%10%-%-%-%-%6%5%

**26*11*11415Don't know
59%14%69%34%3%33%41%27%29%30%30%

*11131131113235Answered
10.404.543.345.9526.847.624.5612.876.8419.0818.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
109155537785-182589Unweighted total

3344217563-122651Weighted total

1332314442-3-4290-24%
27%96%72%55%86%60%95%69%67%-%29%-%64%57%

---1---*1----125-49%
-%-%-%2%-%-%-%1%33%-%-%-%-%2%

*--2--*-----2250-74%
17%-%-%5%-%-%3%-%-%-%-%-%32%5%

---3---2--1--375-100%
-%-%-%7%-%-%-%29%-%-%9%-%-%5%

2*113*3**--72*15Don't know
56%4%28%31%14%40%2%1%-%-%62%100%4%30%

1332914563-4-635Answered
20.928.805.9019.931.003.8010.8625.4418.45-35.03-26.8318.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
107926632963313-16189Unweighted total

24912381851181-8*51Weighted total

12892075*11*-6-290-24%
65%57%71%53%40%100%13%60%35%-%70%-%57%

-1-1---1--*-125-49%
-%2%-%3%-%-%-%5%-%-%1%-%2%

*2122-----1-250-74%
7%5%5%5%10%-%-%-%-%-%7%-%5%

-3-31--2----375-100%
-%6%-%7%6%-%-%9%-%-%-%-%5%

*153138-*51-2*15Don't know
27%31%24%33%44%-%87%25%65%-%22%100%30%

134926105*14*-7-35Answered
9.7918.4310.3120.9726.368.595.0017.895.00-13.10-18.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*b*a*baSignificance Level: 95%
48172318889Unweighted total
261213*5151Weighted total

1748-29290-24%
63%35%65%-%58%57%

*-1-1125-49%
*%-%7%-%2%2%

12--2250-74%
2%16%-%-%5%5%

1-2-3375-100%
4%-%14%-%5%5%

862*1515Don't know
30%49%14%100%30%30%

18611-3535Answered
13.3922.8423.87-18.1218.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
5534-1673---1-15393489Unweighted total
2427-744---2-5172751Weighted total

1415-524-----51015290-24%
59%55%-%68%56%-%-%-%-%-%93%56%55%57%

*1-*1-----*-1125-49%
*%3%-%1%2%-%-%-%-%-%1%-%3%2%

12-*2-----**2250-74%
3%7%-%2%5%-%-%-%-%-%3%3%7%5%

-3--3-------3375-100%
-%10%-%-%6%-%-%-%-%-%-%-%10%5%

cb

96-213---2-*7615Don't know
38%24%-%29%31%-%-%-%100%-%3%41%24%30%

1520-530-----5102035Answered
8.7824.99-5.0020.24-----5.0010.6224.9918.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-34115972498978697289Unweighted total
-2-2173137255142353751Weighted total

---*1418241429231919290-24%
-%-%-%4%94%62%60%65%54%57%56%55%50%57%

------11*11*1125-49%
-%-%-%-%-%-%3%3%*%2%2%*%3%2%

---*--*1121*1250-74%
-%-%-%7%-%-%2%2%2%5%1%*%2%5%

------2--3222375-100%
-%-%-%-%-%-%6%-%-%5%4%5%5%5%

f

-2-2*2911111515141515Don't know
-%100%-%90%6%38%30%31%43%30%36%39%41%30%

---*142225143527212235Answered
---33.901.003.6816.259.1010.1618.1214.0811.2915.6818.12Mean

f
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
13320168-----218689Unweighted total
*151197-----*15051Weighted total

*8663-----*128290-24%
100%52%57%67%46%-%-%-%-%-%100%100%56%57%

-*-1--------1125-49%
-%*%-%10%-%-%-%-%-%-%-%-%2%2%

-1----------2250-74%
-%4%-%-%-%-%-%-%-%-%-%-%5%5%

--2---------3375-100%
-%-%15%-%-%-%-%-%-%-%-%-%6%5%

-6324-------1515Don't know
-%43%28%23%54%-%-%-%-%-%-%-%31%30%

*8873-----*13435Answered
5.006.5620.0418.727.87-----5.762.0018.6818.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
375197028556-2828161789Unweighted total
14194216233-1317111051Weighted total

1236236122-91145290-24%
93%55%72%54%40%47%66%-%71%62%42%48%57%

-1-11-*--*1-125-49%
-%2%-%2%6%-%*%-%-%*%9%-%2%

-1*2--2-12--250-74%
-%1%1%6%-%-%8%-%5%11%-%-%5%

-2-321----21375-100%
-%4%-%7%11%53%-%-%-%-%16%10%5%

*152137-9-354415Don't know
7%37%26%31%43%-%26%-%24%26%34%42%30%

1266299224-10137635Answered
8.5014.2116.1218.5623.8255.4812.94-10.6914.9925.8427.4518.12Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 67  (continuation)                                                                                                                                                   Page 1335

International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-5864552267227211389Unweighted total
-253223153521715951Weighted total

-141612821-1197290-24%
-%55%50%52%53%59%-%66%62%78%57%

-111*1-**-125-49%
-%4%3%4%*%3%-%*%*%-%2%

-1*1*2-**-250-74%
-%2%*%3%1%7%-%1%1%-%5%

-2-2212-2-375-100%
-%7%-%7%11%3%97%-%11%-%5%

bb

-8158510*64215Don't know
-%32%47%34%35%29%3%33%26%22%30%

-171715102521111735Answered
-15.689.9617.4426.9314.6275.0011.4223.745.2218.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
453717868701737277-45615289Unweighted total
*2938433437*433840-20312251Weighted total

*1520261918-232524-101814290-24%
54%50%53%60%55%50%-%53%65%60%-%52%57%65%57%

--11*1-111---*125-49%
-%-%3%2%*%3%-%2%2%2%-%-%-%*%2%

--12*1-222-***250-74%
-%-%2%6%*%2%-%6%5%6%-%1%*%1%5%

-22322-3-2-2-2375-100%
-%6%4%6%5%5%-%6%-%4%-%9%-%8%5%

bbb

*1315111415*141011-713615Don't know
46%44%38%25%40%41%100%32%27%27%-%38%43%26%30%

c

*1624322121-292829-12181635Answered
5.1013.3615.2518.2811.2815.88-21.2211.8816.56-16.065.0913.7718.12Mean

bb
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
31345373608971587089Unweighted total
122*3039315138323551Weighted total

12**19221729202018290-24%
53%100%8%84%64%58%54%57%52%63%52%57%

-----1-11-1125-49%
-%-%-%-%-%3%-%2%2%-%3%2%

-----2222*2250-74%
-%-%-%-%-%5%7%5%7%*%6%5%

-------32--375-100%
-%-%-%-%-%-%-%5%5%-%-%5%

a

*-2*1113121513121415Don't know
47%-%92%16%36%34%39%30%35%36%39%30%

12**1925193525202135Answered
15.2820.006.291.196.3311.3311.9418.1217.507.2012.7618.12Mean

bb
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
5432471-658876898787848589Unweighted total
2921534-334945514949454651Weighted total

1711-23-1729272928292626290-24%
60%52%-%67%-%50%59%61%57%58%59%58%57%57%

1*-1-11111111125-49%
3%*%-%3%-%3%2%2%2%2%2%2%2%2%

1221-22-22222250-74%
2%9%37%2%-%7%5%-%5%5%5%6%5%5%

aa

3--1-23232323375-100%
10%-%-%3%-%5%6%4%5%4%6%4%6%5%

7838-111415151514141415Don't know
25%39%63%25%-%34%28%33%30%32%28%30%30%30%

2113225-223530353335313235Answered
21.2013.5460.0013.10-20.0318.1212.4518.1215.7618.1815.5919.4718.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*baSignificance Level: 95%
325757102213532327913289Unweighted total
18332781633612222*2451Weighted total

920153111217161*16290-24%
50%61%55%44%68%35%58%61%69%58%100%68%57%

-11*--1*-*-*125-49%
-%3%3%1%-%-%3%*%-%3%-%*%2%

2112--12-*--250-74%
10%2%2%24%-%-%2%16%-%6%-%-%5%

3-1-2-3-2--2375-100%
15%-%4%-%11%-%8%-%8%-%-%7%5%

a

4111023211351-615Don't know
24%34%36%31%21%65%30%22%23%33%-%24%30%

1422185121259171*1835Answered
30.0510.5519.1422.7514.645.0419.1916.9216.6115.4610.0016.6318.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
35163918818152372489Unweighted total
112*1313231351Weighted total

**1*1111*2*2290-24%
4%89%41%100%83%39%64%44%22%47%33%46%57%

1*---1-111-1125-49%
90%11%-%-%-%34%-%31%45%29%-%30%2%

------------250-74%
-%-%-%-%-%-%-%-%-%-%-%-%5%

------------375-100%
-%-%-%-%-%-%-%-%-%-%-%-%5%

*-1-*1*111*115Don't know
5%-%59%-%17%27%36%25%33%24%67%24%30%

111*121212*235Answered
38.367.388.7312.267.1423.067.3021.9728.5620.567.3020.7018.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2288941052724889Unweighted total
*23109174426451Weighted total

-*3551432*41290-24%
-%6%95%52%54%91%63%99%44%22%70%31%57%

--------1---125-49%
-%-%-%-%-%-%-%-%27%-%-%-%2%

---*2------*250-74%
-%-%-%5%22%-%-%-%-%-%-%4%5%

------1---2-375-100%
-%-%-%-%-%-%16%-%-%-%30%-%5%

*2*42*1*12-215Don't know
100%94%5%43%24%9%21%1%29%78%-%65%30%

-*3671533*6135Answered
-5.0012.9216.7118.086.0725.927.8620.1615.0025.417.7718.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
1221421489Unweighted total

520141251Weighted total

31196290-24%
58%55%67%49%57%

--1-125-49%
-%-%7%-%2%

-2-*250-74%
-%12%-%1%5%

--12375-100%
-%-%8%15%5%

272415Don't know
42%33%18%35%30%

31411735Answered
12.6516.6119.0021.8118.12Mean
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International Tracked ( previously Airsure) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels
and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
664201140138194383Unweighted total
11418842114650Weighted total

***11621*123260-24%
20%75%12%60%73%56%55%55%57%51%52%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

--2--*-*-2250-74%
-%-%39%-%-%3%-%14%-%4%4%

---------2275-100%
-%-%-%-%-%-%-%-%-%4%3%

1*27221*11921Don't know
80%25%49%40%27%41%45%30%43%42%42%

**211621112729Answered
3.444.1638.823.366.607.876.8613.654.8713.2512.79Mean
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Table 68                                                                                                                                                                   Page 1344

International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
97145338683-183483Unweighted total
3234218542-144450Weighted total

1222114342-3-4260-24%
24%95%68%50%86%51%64%95%100%-%23%-%94%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--2------250-74%
-%-%-%4%-%-%34%-%-%-%-%-%-%4%

---2------2--275-100%
-%-%-%4%-%-%-%-%-%-%12%-%-%3%

2*118*4**--94*21Don't know
76%5%32%42%14%49%2%5%-%-%65%100%6%42%

1222514542-5-429Answered
1.512.345.2014.521.006.8720.894.207.41-37.09-3.2912.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
127123602963312-11183Unweighted total

44612381751221-5*50Weighted total

12581775*12--2-260-24%
32%53%69%46%43%100%13%52%-%-%45%-%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*2---2--*-250-74%
50%-%1%4%-%-%-%7%-%-%2%-%4%

-2-22-------275-100%
-%4%-%4%10%-%-%-%-%-%-%-%3%

1204178-*91-3*21Don't know
17%43%30%45%47%-%87%41%100%-%52%100%42%

32682195*13--3-29Answered
31.1310.765.9115.5919.378.703.0010.97--7.21-12.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*b*a*baSignificance Level: 95%
46171818283Unweighted total
281110*5050Weighted total

1537-26260-24%
55%27%76%-%52%52%

------25-49%
-%-%-%-%-%-%

2---2250-74%
6%-%-%-%4%4%

2---2275-100%
6%-%-%-%3%3%

982*2021Don't know
32%73%24%100%41%42%

1937-2929Answered
15.945.207.97-12.7912.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
5330-1370---1-12403083Unweighted total
2723-743---2-5202350Weighted total

1511-521-----51011260-24%
56%47%-%65%50%-%-%-%-%-%89%53%47%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--*2-----*2-250-74%
7%-%-%2%4%-%-%-%-%-%3%8%-%4%

-2--2-------2275-100%
-%7%-%-%4%-%-%-%-%-%-%-%7%3%

1011-218---2-*81121Don't know
37%46%-%33%43%-%-%-%100%-%9%39%46%42%

1712-524-----5121229Answered
10.0016.53-3.3014.59-----3.3012.5916.5312.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-34115467508373686883Unweighted total
-2-2172938285040343650Weighted total

---*1416201326211717260-24%
-%-%-%4%94%58%56%53%47%52%52%51%47%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---2*2***250-74%
-%-%-%7%-%-%-%5%*%4%*%*%*%4%

-------222---275-100%
-%-%-%-%-%-%-%4%6%3%-%-%-%3%

abc

-2-2*31314132119171921Don't know
-%100%-%90%6%42%44%38%47%42%48%49%53%42%

---*141624152921171729Answered
---33.901.003.385.5014.6113.3112.795.244.824.8912.79Mean

abcabcabc
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
22820158-----118183Unweighted total
*141097-----*14950Weighted total

*7652-----*125260-24%
100%50%63%54%36%-%-%-%-%-%100%100%51%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----------2250-74%
-%1%-%-%-%-%-%-%-%-%-%-%4%4%

------------2275-100%
-%-%-%-%-%-%-%-%-%-%-%-%3%3%

-7445-------2121Don't know
-%49%37%46%64%-%-%-%-%-%-%-%42%42%

*7652-----*12829Answered
2.162.594.358.549.01-----2.002.0013.2112.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
37016672925222327131883Unweighted total
*3994014*36*131971050Weighted total

*205216*19*8845260-24%
66%52%50%52%47%100%53%73%63%44%63%43%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2---2-2---250-74%
-%*%19%-%-%-%5%-%14%-%-%-%4%

---2--2--2--275-100%
-%-%-%4%-%-%5%-%-%9%-%-%3%

*193187-13*393621Don't know
34%48%31%44%53%-%38%27%23%48%37%57%42%

*217236*22*10104529Answered
12.005.1422.1010.117.4910.6314.342.0011.7518.263.6512.2012.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-5760531964122151383Unweighted total
-2533231634*17131050Weighted total

-121410818-1067260-24%
-%48%42%46%49%53%-%58%50%75%52%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

-***2--*2-250-74%
-%1%*%1%11%-%-%1%14%-%4%

-----2----275-100%
-%-%-%-%-%5%-%-%-%-%3%

-131912614*74221Don't know
-%52%58%54%40%42%100%41%36%25%42%

-121410920-108729Answered
-4.364.945.0517.7810.38-6.4119.015.2712.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
451647366672666970-47605283Unweighted total
130364234351433938-20312150Weighted total

*1418231716-202121-91513260-24%
70%47%49%55%50%46%-%48%53%54%-%47%48%60%52%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****-222-***250-74%
-%-%*%*%*%*%-%4%5%5%-%1%*%1%4%

---2---22-----275-100%
-%-%-%4%-%-%-%4%4%-%-%-%-%-%3%

*16181717191191516-1016821Don't know
30%53%50%41%49%53%100%44%38%41%-%52%51%40%42%

*1418251717-242423-10151329Answered
4.413.495.3410.034.694.76-14.7713.278.54-5.074.305.5412.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
21335166568367566483Unweighted total
222*3135305037323550Weighted total

12**16191326181616260-24%
69%100%16%81%53%53%45%52%50%49%47%52%

------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%

-----**2**2250-74%
-%-%-%-%-%*%*%4%*%*%5%4%

-----222---275-100%
-%-%-%-%-%5%6%3%-%-%-%3%

*-2*1415142118161721Don't know
31%-%84%19%47%42%49%42%50%51%48%42%

12**1621152918161829Answered
10.0020.004.861.003.9610.7014.8312.794.964.559.3612.79Mean

bcbc
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
5326267-658273838180768083Unweighted total
3018236-374845504747404750Weighted total

187-20-1726232625252225260-24%
61%39%-%54%-%46%54%52%52%52%53%54%53%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-22222222250-74%
*%-%-%*%-%5%4%4%4%4%4%4%4%4%

2--2-22222222275-100%
6%-%-%5%-%4%3%4%3%3%4%4%4%3%

1011215-171918211919151921Don't know
33%61%100%41%-%45%39%41%42%40%40%37%40%42%

207-21-202926292828252829Answered
12.654.99-10.53-16.3312.7912.9012.7912.8912.8913.2012.8912.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
34495691814482023722583Unweighted total
17332881353411212*2250Weighted total

81814472195131*14260-24%
48%53%51%51%53%44%56%43%63%49%69%62%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**-2-*22*-2250-74%
10%*%*%-%12%-%*%15%8%7%-%7%4%

a

2--2---2----275-100%
10%-%-%20%-%-%-%15%-%-%-%-%3%

a

5151424315361*721Don't know
32%46%49%29%34%56%44%28%29%45%31%31%42%

111815692198151*1529Answered
24.585.167.5225.0013.397.396.3729.2212.2914.2921.0012.1912.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
43134916818132372283Unweighted total
1*111213131250Weighted total

1*11111213*2260-24%
90%100%41%100%81%54%60%75%45%76%33%65%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------250-74%
-%-%-%-%-%-%-%-%-%-%-%-%4%

------------275-100%
-%-%-%-%-%-%-%-%-%-%-%-%3%

*-1-*1*111*121Don't know
10%-%59%-%19%46%40%25%55%24%67%35%42%

1*11111213*229Answered
4.858.438.367.828.802.619.157.224.457.148.675.8012.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2298738324331183Unweighted total
*23129242444450Weighted total

-*344*423*41260-24%
-%6%92%31%53%12%87%98%76%13%100%28%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2-----*250-74%
-%-%-%-%-%83%-%-%-%-%-%3%4%

---2--------275-100%
-%-%-%14%-%-%-%-%-%-%-%-%3%

*2*64*1*13-321Don't know
100%94%8%55%47%5%13%2%24%87%-%69%42%

-*3542423*4129Answered
-5.0012.8130.401.1146.324.717.507.415.004.517.5712.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
1318351783Unweighted total

622101250Weighted total

3896260-24%
57%37%85%47%52%

-----25-49%
-%-%-%-%-%

-2-*250-74%
-%7%-%1%4%

-2--275-100%
-%7%-%-%3%

2101621Don't know
43%48%15%52%42%

3129629Answered
12.5521.586.245.2512.79Mean
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International Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
7962015451111234085Unweighted total
113161752124448Weighted total

*1181031*122250-24%
17%88%34%48%59%56%51%38%71%51%51%

----5***-5525-49%
-%-%-%-%31%5%10%7%-%12%11%

-----*-*--*50-74%
-%-%-%-%-%3%-%13%-%-%*%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

1*28221*11618Don't know
83%12%66%52%10%36%38%42%29%38%37%

*1181531112730Answered
3.004.673.835.5514.539.649.2219.495.6212.0911.85Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
167134938772-183185Unweighted total

413402845*-144248Weighted total

212202425*-5-2250-24%
45%92%64%50%79%53%43%98%100%-%34%-%100%51%

*--5-*2---12-525-49%
2%-%-%13%-%2%52%-%-%-%7%48%-%11%

---*--*------*50-74%
-%-%-%*%-%-%3%-%-%-%-%-%-%*%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*115*4**--82-18Don't know
53%8%36%37%21%45%3%2%-%-%58%52%-%37%

212252545*-62230Answered
4.563.634.0913.302.009.3819.304.416.62-19.1030.0010.0011.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*bah*g*f*e*d*c*b*aSignificance Level: 95%
87724613043263116285Unweighted total
147642172*191*9*48Weighted total

*2442082*9**5*250-24%
40%52%73%48%44%100%40%50%35%100%57%50%51%

-5*5*--2--3-525-49%
-%11%1%12%1%-%-%12%-%-%34%-%11%

*-*-------*-*50-74%
13%-%2%-%-%-%-%-%-%-%1%-%*%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*171179-*71-1*18Don't know
47%37%24%39%55%-%60%38%65%-%7%50%37%

13042682*11**8*30Answered
14.5211.807.9412.5210.7015.249.6510.075.001.0014.7620.0011.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*b*a*baSignificance Level: 95%
442020-8585Unweighted total
26156-4848Weighted total

1284-25250-24%
47%51%67%-%51%51%

5---5525-49%
20%-%-%-%11%11%

*---**50-74%
*%-%-%-%*%*%

------75-100%
-%-%-%-%-%-%

972-1818Don't know
32%49%33%-%37%37%

1884-3030Answered
14.736.2210.52-11.8511.85Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
5332-1669---1114373285Unweighted total
2325-741---2*5162548Weighted total

916-520----*4416250-24%
40%62%-%66%49%-%-%-%-%100%88%28%62%51%

bb

41--5------41525-49%
19%4%-%-%13%-%-%-%-%-%-%27%4%11%

a

*--*------*--*50-74%
1%-%-%2%-%-%-%-%-%-%3%-%-%*%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

99-216---2-*7918Don't know
41%34%-%32%38%-%-%-%100%-%9%45%34%37%

1317-525----*491730Answered
13.7810.29-3.4513.49----5.003.2819.7110.2911.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-44164774468572686385Unweighted total
-2-3172339254836343048Weighted total

----*41119825151510250-24%
-%-%-%-%92%55%46%50%32%51%42%43%32%51%

aae

---2-*1435323525-49%
-%-%-%62%-%2%5%11%13%11%9%6%11%11%

---*---*******50-74%
-%-%-%4%-%-%-%*%1%*%*%*%*%*%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-1*31215141818181718Don't know
-%100%-%34%8%43%50%39%55%37%49%51%57%37%

df

---2*41224113019171330Answered
---31.231.394.807.8512.5814.9411.859.628.4111.5111.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
231171481-1--128185Unweighted total
2111076*-*--*24648Weighted total

24532*-*--*223250-24%
100%36%47%43%26%100%-%100%-%-%100%100%50%51%

-*2-1-------5525-49%
-%2%19%-%16%-%-%-%-%-%-%-%11%11%

-*----------**50-74%
-%1%-%-%-%-%-%-%-%-%-%-%*%*%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-7344-------1818Don't know
-%61%33%57%58%-%-%-%-%-%-%-%39%37%

24733*-*--*22830Answered
4.915.6413.204.6516.181.00-1.00--2.002.9412.3711.85Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*dc*b*aSignificance Level: 95%
56721642645512134111885Unweighted total
1367419237*92161248Weighted total

*154213121-51324250-24%
74%42%54%51%37%32%56%-%57%60%40%37%51%

-3*5*14-13-1525-49%
-%9%2%13%2%68%11%-%11%14%-%11%11%

-**---*-*---*50-74%
-%*%2%-%-%-%*%-%1%-%-%-%*%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*183156-12*363618Don't know
26%49%41%37%61%-%33%100%30%26%60%51%37%

*184264225-6162630Answered
6.339.7013.4311.5913.6218.3711.16-9.3912.064.7616.9611.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-5558462065219181085Unweighted total
-242819103811112748Weighted total

-989421*455250-24%
-%37%27%49%37%55%91%37%41%73%51%

b

-33*23-221525-49%
-%12%11%*%20%9%-%19%18%16%11%

aa

-****--**-*50-74%
-%1%*%1%1%-%-%1%1%-%*%

-----------75-100%
-%-%-%-%-%-%-%-%-%-%-%

-12179414*55118Don't know
-%50%61%50%42%36%9%44%40%10%37%

-12119624*67630Answered
-11.6012.855.7318.8510.101.0014.8417.6811.1811.85Mean

aa
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
352617265612707368-53624885Unweighted total
*28324134301434037-25331948Weighted total

*111322159-222119-101411250-24%
37%38%40%52%42%31%-%51%52%52%-%42%42%56%51%

a

-33523-554-22*525-49%
-%10%10%13%6%11%-%12%13%11%-%9%6%*%11%

--****-***-****50-74%
-%-%*%*%*%*%-%*%*%*%-%1%*%1%*%

---------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*15161417171161314-1217818Don't know
63%52%49%35%51%58%100%37%34%37%-%49%51%43%37%

c

*1416271713-272623-13161130Answered
5.939.779.7911.458.4111.63-12.6511.8910.22-9.968.565.4511.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
31255469856565597285Unweighted total
322*3039483531323748Weighted total

22**14172520151515250-24%
82%100%3%86%47%45%51%57%50%48%42%51%

----355*124525-49%
-%-%-%-%10%14%11%1%3%6%12%11%

dd

-----*******50-74%
-%-%-%-%-%*%*%*%*%*%*%*%

------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%

*-2*1316181514141718Don't know
18%-%97%14%43%41%37%42%47%45%46%37%

22**1723302017172030Answered
5.6120.0010.004.138.4612.7111.858.927.207.8811.0411.85Mean

c
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
5524265-658365857780787985Unweighted total
2522432-344635484345434348Weighted total

149214-1524182523242322250-24%
56%43%51%45%-%44%53%52%51%53%53%53%51%51%

32-5-35154545525-49%
14%9%-%17%-%9%12%4%11%10%12%10%12%11%

*--*-**-******50-74%
1%-%-%*%-%*%*%-%*%*%*%*%*%*%

--------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

710212-161615181616161618Don't know
29%48%49%38%-%46%35%44%37%37%35%37%37%37%

1811220-183020302729272730Answered
12.6911.3310.0013.21-12.3112.038.8611.8511.4412.0811.4612.3611.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
31545392315482226722885Unweighted total
21272271852814181*1948Weighted total

1212951011211101*10250-24%
58%46%43%66%56%26%42%78%57%40%69%55%51%

412*3-5*3*-3525-49%
19%5%10%2%16%-%18%1%17%12%-%17%11%

a

-**---*--*--*50-74%
-%*%1%-%-%-%*%-%-%9%-%-%*%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

5131025411351*518Don't know
23%49%47%32%28%74%39%21%27%40%31%28%37%

b

16141251311711131*1430Answered
15.387.7011.1112.2012.382.8714.598.7813.7318.475.0013.9511.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
54135818618162552385Unweighted total
1*21131425*348Weighted total

***111*111*1250-24%
18%100%17%100%84%44%90%30%31%29%57%47%51%

1-1--1-213-1525-49%
77%-%51%-%-%41%-%59%50%63%-%37%11%

------------*50-74%
-%-%-%-%-%-%-%-%-%-%-%-%*%

-------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-1-********18Don't know
4%-%32%-%16%15%10%11%18%9%43%15%37%

1*1112*325*230Answered
33.794.8423.263.604.0216.763.9124.6020.5223.054.7115.6911.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
139697542831085Unweighted total
*2381333254448Weighted total

-*246321241250-24%
-%9%77%44%44%97%55%80%29%100%24%51%

--*-2---3--525-49%
-%-%9%-%14%-%-%-%58%-%-%11%

----------**50-74%
-%-%-%-%-%-%-%-%-%-%3%*%

------------75-100%
-%-%-%-%-%-%-%-%-%-%-%-%

*2*46*1*1-318Don't know
100%91%14%56%42%3%45%20%13%-%72%37%

-*24832154130Answered
-10.0019.2213.5811.183.364.498.9222.726.807.2011.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
1322371385Unweighted total

52510848Weighted total

21355250-24%
47%51%45%62%51%

*23-525-49%
5%8%31%-%11%

---**50-74%
-%-%-%2%*%

-----75-100%
-%-%-%-%-%

2102318Don't know
48%41%24%36%37%

3158530Answered
18.589.9916.426.8911.85Mean
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International standard mail ( previously Airmail) (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for
parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
475211040129194484Unweighted total
*24171042114751Weighted total

**110621*122240-24%
15%20%13%59%61%49%48%50%50%46%47%

---*2**-*2225-49%
-%-%-%1%16%10%10%-%17%4%4%

--2-**-**2250-74%
-%-%41%-%5%5%-%14%6%5%5%

--*-2*--*3375-100%
-%-%1%-%18%1%-%-%4%6%6%

*227-11**1820Don't know
85%80%45%41%-%35%43%35%23%39%39%

**2101031112831Answered
3.002.9446.764.0626.8912.336.8212.6217.8420.7820.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1081353286102-184384Unweighted total

32243*8471-166251Weighted total

12219*424*-522240-24%
40%96%68%43%55%48%48%59%28%-%31%32%90%47%

---2-*2---*-*225-49%
-%-%-%5%-%2%45%-%-%-%*%-%8%4%

--*2--*-*-2--250-74%
-%-%3%5%-%-%4%-%72%-%11%-%-%5%

---3---1---2*375-100%
-%-%-%7%-%-%-%15%-%-%-%32%3%6%

2*117*4*2--92-20Don't know
60%4%29%40%45%49%3%26%-%-%58%35%-%39%

12226*4451-74231Answered
2.895.118.1723.001.009.6916.4423.7743.43-23.9447.505.5820.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*fe*d*c*b*aSignificance Level: 95%
137124602942323-13184Unweighted total

3481041174*261-3*51Weighted total

12361854*14*-1-240-24%
26%48%60%43%30%100%29%53%35%-%18%-%47%

-22**--2----225-49%
-%4%17%1%1%-%-%7%-%-%-%-%4%

*212---2--1-250-74%
5%5%7%4%-%-%-%6%-%-%22%-%5%

12-3---2--1-375-100%
43%4%-%7%-%-%-%8%-%-%33%-%6%

11921811-*71-1*20Don't know
26%40%16%44%68%-%71%26%65%-%27%100%39%

22982354*19*-2-31Answered
60.6317.4013.5322.486.479.653.0021.143.00-62.79-20.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*b*a*baSignificance Level: 95%
511418-8484Unweighted total
34116-5151Weighted total

1715-24240-24%
50%12%87%-%47%47%

2---2225-49%
6%-%-%-%4%4%

12--2250-74%
2%15%-%-%5%5%

3---3375-100%
9%-%-%-%6%6%

1181-2020Don't know
33%72%13%-%39%39%

2235-3131Answered
20.8237.298.26-20.0720.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*cb*aSignificance Level: 95%
572611767---1115402784Unweighted total
3417*942---2*6251751Weighted total

168-518----*5108240-24%
46%47%-%63%43%-%-%-%-%100%78%41%47%47%

2*--2------2*225-49%
6%*%-%-%5%-%-%-%-%-%-%8%*%4%

2*-*2-----*2*250-74%
7%*%-%1%5%-%-%-%-%-%2%8%*%5%

3--12-----12-375-100%
9%-%-%12%5%-%-%-%-%-%17%8%-%6%

119*218---2-*9920Don't know
32%52%100%24%42%-%-%-%100%-%3%35%52%39%

238-724----*616831Answered
23.978.76-19.4020.26----5.0020.5525.818.7620.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-24115169468469666284Unweighted total
-2-2173141275142403351Weighted total

----141218824161611240-24%
-%-%-%-%94%59%38%45%32%47%39%41%34%47%

-----*22222*2225-49%
-%-%-%-%-%3%6%5%7%4%5%1%6%4%

---*--2222221250-74%
-%-%-%7%-%-%7%6%7%5%5%6%2%5%

------232322-375-100%
-%-%-%-%-%-%6%7%7%6%4%5%-%6%

aa

-2-2*21315132019191920Don't know
-%100%-%93%6%38%43%37%48%39%46%48%58%39%

df

---*141826143122211431Answered
---50.001.004.4523.4123.0425.8720.0719.4618.6310.1420.07Mean

a
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
22720137-----128184Unweighted total
*161376-----*24951Weighted total

*6811-----*222240-24%
100%37%59%18%18%-%-%-%-%-%100%100%45%47%

-**2--------2225-49%
-%1%1%26%-%-%-%-%-%-%-%-%4%4%

-*-2*-------2250-74%
-%1%-%25%8%-%-%-%-%-%-%-%5%5%

-2----------3375-100%
-%12%-%-%-%-%-%-%-%-%-%-%6%6%

-8524-------2020Don't know
-%49%40%32%73%-%-%-%-%-%-%-%40%39%

*8852-----*22931Answered
4.1124.205.0135.2625.84-----2.002.9421.0120.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*b*aSignificance Level: 95%
26717673015322726131684Unweighted total
*42114016*341151971051Weighted total

*165196*1818744240-24%
87%38%45%47%35%100%52%100%56%36%62%39%47%

-2*2*-2-*2**225-49%
-%5%2%5%1%-%5%-%1%9%1%2%4%

-221--2-12--250-74%
-%5%16%1%-%-%7%-%4%9%-%-%5%

-212--3-3---375-100%
-%5%10%5%-%-%9%-%20%-%-%-%6%

*1931711-9-393620Don't know
13%47%27%42%64%-%27%-%19%46%37%60%39%

a

*228236*25112104431Answered
12.0019.5633.7715.409.0312.0022.813.0029.0419.103.9414.8520.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-4953482064122171284Unweighted total
-2330211832*1714951Weighted total

-1099617-537240-24%
-%45%28%41%34%54%-%30%20%74%47%

-*2*2*-22-225-49%
-%*%6%1%10%1%-%11%13%-%4%

-11121-22-250-74%
-%3%2%3%10%2%-%10%13%-%5%

----12--1-375-100%
-%-%-%-%6%6%-%-%8%-%6%

-121911812*86220Don't know
-%52%64%55%41%38%100%49%46%26%39%

-111191120-97731Answered
-7.2810.838.9831.6913.83-20.7142.235.5520.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
446637265612706673-45594984Unweighted total
127384140331443940-25382351Weighted total

*913191611-191920-111510240-24%
70%35%35%46%40%33%-%43%50%49%-%43%40%46%47%

-*22*2-222-***225-49%
-%1%5%5%1%6%-%5%5%5%-%1%*%1%4%

-*2221-2*2-222250-74%
-%2%6%6%6%2%-%5%*%6%-%9%6%10%5%

-2222--321-22-375-100%
-%7%5%5%5%-%-%7%5%3%-%8%5%-%6%

*15191619191181615-10191020Don't know
30%56%49%40%48%59%100%41%40%38%-%39%49%43%39%

c

*1220252114-262325-15201331Answered
3.0519.2221.6518.5518.7210.10-23.1614.1616.25-24.3519.2114.8920.07Mean
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Table 70  (continuation)                                                                                                                                                   Page 1385

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
21444766538471516584Unweighted total
224*2638285141283751Weighted total

12**11171324201017240-24%
69%100%9%84%40%43%48%47%48%37%46%47%

----2**2222225-49%
-%-%-%-%6%*%1%4%5%6%5%4%

--2-*2*22**250-74%
-%-%43%-%2%6%*%5%6%*%*%5%

----22-312-375-100%
-%-%-%-%7%5%-%6%3%7%-%6%

aa

*-2*1217142016141820Don't know
31%-%48%16%45%45%51%39%39%49%49%39%

122*1521143125141931Answered
20.0020.0050.041.0018.9518.767.0120.0715.8718.527.6020.07Mean

aeae
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
5029167-638170848281778184Unweighted total
2720234-384743515048434851Weighted total

147-15-1824192423232023240-24%
50%36%-%45%-%48%50%43%47%45%47%46%47%47%

2*-2-222222*2225-49%
7%1%-%6%-%5%4%5%4%4%4%1%4%4%

2--2-22222222250-74%
9%-%-%7%-%6%5%5%5%5%5%5%5%5%

-2-*-33333333375-100%
-%10%-%*%-%8%6%7%6%6%6%7%6%6%

910214-121617202018181820Don't know
34%53%100%42%-%33%34%40%39%40%37%41%37%39%

189-20-253126313030253031Answered
15.8623.67-14.06-23.5620.0721.9520.0720.4320.0820.7920.0820.07Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 70  (continuation)                                                                                                                                                   Page 1387

International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
325255101913492125712784Unweighted total
19323171363410223*2351Weighted total

101412472165111*11240-24%
55%42%40%63%53%35%48%49%49%36%100%50%47%

*22*--2*2*-2225-49%
1%6%6%2%-%-%5%3%7%6%-%8%4%

*22-*-122*--250-74%
3%6%6%-%4%-%2%16%7%4%-%-%5%

3*2-121--1-1375-100%
16%*%6%-%8%32%3%-%-%37%-%5%6%

a

515132521538*-920Don't know
26%46%42%34%35%32%42%31%37%17%-%38%39%

141718594207142*1431Answered
28.8213.1223.927.0519.0649.4214.7018.2816.6052.432.0017.8720.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
54144916817152562284Unweighted total
1*21121325*251Weighted total

**11*1*213*2240-24%
65%74%48%100%61%68%57%82%29%59%47%68%47%

*-*-********225-49%
26%-%3%-%20%3%21%2%3%5%18%9%4%

------------250-74%
-%-%-%-%-%-%-%-%-%-%-%-%5%

--*-----11--375-100%
-%-%3%-%-%-%-%-%48%24%-%-%6%

**1-*****1*120Don't know
9%26%45%-%19%29%22%16%20%12%35%23%39%

1*11111324*231Answered
10.995.6012.4215.0613.703.7914.5011.4760.8835.628.677.3720.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2286755428331184Unweighted total
*23811422544451Weighted total

-*3-61223241240-24%
-%6%87%-%52%17%87%98%56%56%100%17%47%

--*2----*---225-49%
-%-%5%21%-%-%-%-%4%-%-%-%4%

--*-2------1250-74%
-%-%2%-%15%-%-%-%-%-%-%15%5%

-----2--1---375-100%
-%-%-%-%-%43%-%-%22%-%-%-%6%

*2*642**12-320Don't know
100%94%5%79%33%40%13%2%17%44%-%69%39%

-*328322424131Answered
-10.0015.4230.0014.8466.164.117.2034.877.244.5127.8620.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
1218371784Unweighted total

523101251Weighted total

3777240-24%
53%28%74%57%47%

*2*-225-49%
3%7%2%-%4%

*2-1250-74%
1%7%-%5%5%

-21-375-100%
-%8%12%-%6%

2121520Don't know
42%50%12%38%39%

3129831Answered
15.2328.3119.969.4120.07Mean
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International Tracked and Signed (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets
...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
553772554161742Unweighted total
1*15821*11921Weighted total

**1351**110110-24%
24%51%69%62%65%40%12%28%58%53%52%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

---21*-*-3350-74%
-%-%-%38%14%6%-%32%-%15%14%

---------2275-100%
-%-%-%-%-%-%-%-%-%9%8%

***-211*146Don't know
76%49%31%-%21%54%88%40%42%23%26%

**1561**11516Answered
3.006.591.3524.6115.3610.483.0031.434.2428.4027.24Mean

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
758221231-1102242Unweighted total
11218*42*-172221Weighted total

1119--2*-1222110-24%
55%88%69%49%-%-%93%100%-%100%31%92%89%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---3-2*---1--350-74%
-%-%-%17%-%50%7%-%-%-%16%-%-%14%

---2------2--275-100%
-%-%-%10%-%-%-%-%-%-%25%-%-%8%

1**4*2----2**6Don't know
45%12%31%25%100%50%-%-%-%-%28%8%11%26%

11113-22*-152216Answered
5.255.081.6731.62-60.004.575.00-2.0055.825.0010.0027.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
7351428922162-10142Unweighted total
12041742*101-4*21Weighted total

11111022*4--2-110-24%
48%52%27%58%54%100%29%41%-%-%59%-%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

*321---2--1-350-74%
11%14%48%6%-%-%-%19%-%-%29%-%14%

-2-2---2----275-100%
-%8%-%10%-%-%-%18%-%-%-%-%8%

*5142-*21-1*6Don't know
41%25%26%26%46%-%71%23%100%-%12%100%26%

11531322*8--4-16Answered
11.0927.9739.1424.369.0816.203.0038.67--22.54-27.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
21813-4242Unweighted total
1065-2121Weighted total

633-11110-24%
58%41%53%-%52%52%

------25-49%
-%-%-%-%-%-%

3---3350-74%
30%-%-%-%14%14%

--2-2275-100%
-%-%33%-%8%8%

141-66Don't know
12%59%14%-%26%26%

934-1616Answered
22.658.4847.31-27.2427.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
241711032----19141842Unweighted total
1092418----*361121Weighted total

65-48----*335110-24%
63%49%-%92%43%-%-%-%-%100%91%45%42%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--*3-----*3-350-74%
30%-%-%3%17%-%-%-%-%-%4%46%-%14%

--2-2-------2275-100%
-%-%100%-%10%-%-%-%-%-%-%-%15%8%

15-*5-----*156Don't know
7%51%-%4%31%-%-%-%-%-%5%9%43%26%

952412----*36616Answered
21.3312.56100.004.5834.13----5.004.5232.0136.0627.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edcbaSignificance Level: 95%
---2152738214235313142Unweighted total
---2*2131992117141521Weighted total

---2-229311665110-24%
-%-%-%94%-%100%19%47%35%52%38%47%32%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--3313323350-74%
-%-%-%6%-%-%23%16%13%14%18%15%21%14%

------22-22-2275-100%
-%-%-%-%-%-%14%9%-%8%10%-%12%8%

----*-55566556Don't know
-%-%-%-%100%-%44%28%52%26%33%39%36%26%

---2-2714416118916Answered
---7.87-2.7649.8429.8218.6727.2433.4816.5739.4927.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1111364-----223842Unweighted total
*3842-----112021Weighted total

*23*1-----1110110-24%
100%83%39%3%43%-%-%-%-%-%100%100%48%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2-1-------3350-74%
-%5%24%-%45%-%-%-%-%-%-%-%15%14%

---2--------2275-100%
-%-%-%45%-%-%-%-%-%-%-%-%9%8%

-*32*-------66Don't know
-%13%37%52%12%-%-%-%-%-%-%-%28%26%

*2522-----111416Answered
5.005.6025.1294.4332.01-----2.004.8329.7927.24Mean
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Table 71  (continuation)                                                                                                                                                   Page 1398

International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
13483411-31-13164942Unweighted total
*173183-18-49*721Weighted total

-6383-8-45*3110-24%
-%38%84%46%85%-%46%-%83%50%48%37%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

-3*3--3-*2-1350-74%
-%18%4%16%-%-%17%-%3%20%-%14%14%

-2-2--2----2275-100%
-%10%-%9%-%-%9%-%-%-%-%23%8%

*5*5*-5-13*26Don't know
100%33%12%28%15%-%28%-%14%30%52%26%26%

-113133-13-47*516Answered
-33.4816.4429.5214.77-29.75-4.4221.742.9149.8427.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*ba*b*a*b*aSignificance Level: 95%
-28292310321109542Unweighted total
-11157715*86421Weighted total

-55257-442110-24%
-%42%32%27%68%45%-%48%65%48%52%

-----------25-49%
-%-%-%-%-%-%-%-%-%-%-%

-332*3-2*2350-74%
-%28%21%30%2%20%-%25%2%46%14%

--2-2--22-275-100%
-%-%12%-%25%-%-%21%27%-%8%

-353*5*1**6Don't know
-%31%36%43%5%35%100%6%5%5%26%

-89469-86416Answered
-26.3439.6732.8735.2621.80-40.0537.7430.5827.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cb*aSignificance Level: 95%
330323531311353634-26302142Unweighted total
*1513171415*211615-1114621Weighted total

*65865-1098-663110-24%
37%43%41%50%47%32%-%51%58%55%-%53%47%50%52%

---------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-31323-332-222350-74%
-%20%9%18%15%21%-%15%19%13%-%17%15%34%14%

--2--2-2------275-100%
-%-%13%-%-%12%-%8%-%-%-%-%-%-%8%

bc

*65555*545-3516Don't know
63%38%38%31%39%36%100%26%23%32%-%29%38%16%26%

*981189-151210-88516Answered
8.6721.3331.1119.2816.5739.49-28.3718.3515.56-16.9716.5725.6227.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
-1133035423234333342Unweighted total
-2**1415211412151521Weighted total

-2**68118678110-24%
-%100%100%23%47%49%52%60%49%49%57%52%

------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%

----2132321350-74%
-%-%-%-%14%8%14%15%25%14%8%14%

-----22----275-100%
-%-%-%-%-%11%8%-%-%-%-%8%

---*55633556Don't know
-%-%-%77%39%32%26%26%26%37%35%26%

-2**810161099916Answered
-20.0015.001.0015.9726.7027.2418.3223.6615.3311.7727.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*dcbaedcbaSignificance Level: 95%
2812332-324230423942414242Unweighted total
138312-152111211821202121Weighted total

5536-91161111111111110-24%
39%68%97%47%-%65%52%51%52%60%52%55%52%52%

--------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12-1-*3232323350-74%
9%24%-%10%-%1%14%16%14%11%14%10%14%14%

cc

2--2--2-22222275-100%
13%-%-%14%-%-%8%-%8%9%8%8%8%8%

51*3-564646666Don't know
38%7%3%28%-%35%26%33%26%20%26%27%26%26%

8739-10168161516151616Answered
35.3320.677.3530.47-8.4827.2420.7027.2424.8927.2424.8927.2427.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
23192841062610123-1442Unweighted total
12910294134101-1121Weighted total

92425*746*-7110-24%
71%26%37%96%57%4%51%100%62%45%-%61%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

121-2-3-2*-2350-74%
9%22%12%-%20%-%23%-%18%19%-%17%14%

-22---2-2--2275-100%
-%19%18%-%-%-%13%-%17%-%-%16%8%

333*242-**-16Don't know
20%33%33%4%23%96%13%-%3%36%-%5%26%

106627*11410*-1016Answered
13.7749.0643.879.8417.714.2035.795.9434.0122.14-33.3127.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2372585881231242Unweighted total
**11121223*321Weighted total

***11*1**1*1110-24%
45%100%13%100%91%16%95%16%16%49%65%49%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

--1--1-111-1350-74%
-%-%73%-%-%70%-%70%70%41%-%41%14%

------------275-100%
-%-%-%-%-%-%-%-%-%-%-%-%8%

*-*-********6Don't know
55%-%14%-%9%14%5%14%14%10%35%10%26%

**11111112*216Answered
5.007.3751.162.172.1249.232.1549.1649.6628.458.6728.6927.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
133172131411542Unweighted total
**2281*1322121Weighted total

-*2-6***1--*110-24%
-%100%92%-%77%83%100%46%51%-%-%14%52%

-------------25-49%
-%-%-%-%-%-%-%-%-%-%-%-%-%

--------1-2*350-74%
-%-%-%-%-%-%-%-%39%-%100%14%14%

---------2--275-100%
-%-%-%-%-%-%-%-%-%100%-%-%8%

*-*22*-**--16Don't know
100%-%8%100%23%17%-%54%10%-%-%73%26%

-*2-6***222*16Answered
-7.0119.36-4.925.001.0010.0027.71100.0060.0026.0027.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
71018742Unweighted total
2114521Weighted total

272*110-24%
85%64%54%3%52%

-----25-49%
-%-%-%-%-%

--12350-74%
-%-%29%44%14%

---2275-100%
-%-%-%38%8%

*4116Don't know
15%36%17%15%26%

273416Answered
17.914.9223.4075.6127.24Mean
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International Economy (WRITE IN:) (QV6d.2 Approximately what percentage of your monthly postal spend is allocated to each of the following types for parcels and packets ...)
Base: All using RM to send parcels and packets (QV6a2=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

----1----44This is a negative to me
-%-%-%-%1%-%-%-%-%1%1%

This is not important to
me - don't mind if not

2*31052*112830offered
16%1%9%8%3%6%3%8%7%6%6%

a

This is mandatory to me
551144429225146155- a must have

33%32%40%35%26%32%42%29%30%30%30%

This is a ‘nice to have’
, but I can live without

38943417124144151it being offered
20%51%33%34%26%26%21%29%26%30%30%

This is a 'great to
have' - makes a
difference and can sway

425307110226159169my decision
30%16%18%23%44%35%33%34%37%33%33%

bc

971774113194511305324NET Important
63%48%58%58%71%68%76%63%67%63%64%

b
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

-*-4---1--3--4This is a negative to me
-%2%-%1%-%-%-%1%-%-%3%-%-%1%

This is not important to
me - don't mind if not

2212546511-*4430offered
10%8%5%6%9%13%11%1%2%-%*%11%7%6%

cfcfcccfcfcfc

This is mandatory to me
3781371013203210223521155- a must have

18%33%31%31%25%28%42%37%26%22%29%15%35%30%

mmmmm

This is a ‘nice to have’
, but I can live without

65813216131119144231617151it being offered
35%23%32%30%40%27%22%22%38%43%28%47%28%30%

f

This is a 'great to
have' - makes a
difference and can sway

7881461016113313333918169my decision
38%34%32%33%25%33%24%39%34%35%40%27%30%33%

10151628320303264225561439324NET Important
55%67%63%64%51%61%66%76%61%57%69%42%65%64%

ijmi
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

13232--2----4This is a negative to me
3%1%1%1%1%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

228151544*14**6-30offered
5%6%12%4%3%11%1%8%2%5%8%-%6%

ahhh

This is mandatory to me
151404011555955184222155- a must have
36%30%32%30%34%25%47%28%24%54%29%64%30%

This is a ‘nice to have’
, but I can live without

9142371154518344122261151it being offered
21%30%29%30%28%51%30%24%38%26%35%17%30%

ehe

This is a 'great to
have' - makes a
difference and can sway

1415532137555270121211169my decision
35%33%26%36%34%14%22%39%37%15%28%19%33%

bggg

2929572252110137122205433324NET Important
71%63%57%66%68%38%69%67%61%69%57%83%64%

bbgg
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

*11-44This is a negative to me
*%1%*%-%1%1%

This is not important to
me - don't mind if not

16112-3030offered
8%2%6%-%6%6%

b

This is mandatory to me
72295311144155- a must have
35%35%25%48%30%30%

a

This is a ‘nice to have’
, but I can live without

5623723148151it being offered
27%27%34%13%30%30%

This is a 'great to
have' - makes a
difference and can sway

6330759160169my decision
30%35%35%38%33%33%

1355912820304324NET Important
65%70%60%87%63%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

121-4------134This is a negative to me
1%1%1%-%1%-%-%-%-%-%-%1%1%1%

This is not important to
me - don't mind if not

7212228---2-*52330offered
4%8%3%9%6%-%-%-%100%-%1%3%7%6%

This is mandatory to me
5979176149--*--55396155- a must have
36%29%23%26%31%-%-%100%-%-%32%38%28%30%

aai

This is a ‘nice to have’
, but I can live without

46812411140*---2935105151it being offered
28%30%32%50%29%100%-%-%-%90%50%25%30%30%

abiabi

This is a 'great to
have' - makes a
difference and can sway

5088313166----*347119169my decision
31%32%41%14%34%-%-%-%-%10%17%33%34%33%

cjcjcj

109167499315--*-*8100215324NET Important
67%62%64%40%65%-%-%100%-%10%49%71%62%64%

cjacjj
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------23242214This is a negative to me
-%-%-%-%-%-%1%1%1%1%1%1%*%1%

This is not important to
me - don't mind if not

---**22123133023152330offered
-%-%-%1%1%9%6%6%8%6%6%5%7%6%

This is mandatory to me
-2153510812750155124105106155- a must have
-%46%91%55%39%23%30%33%31%30%30%35%30%30%

This is a ‘nice to have’
, but I can live without

*-*4*81171175415113091116151it being offered
100%-%3%43%6%39%32%31%34%30%32%30%33%30%

This is a 'great to
have' - makes a
difference and can sway

-2**461141124116912790107169my decision
-%54%6%1%54%29%31%29%25%33%31%30%30%33%

e

-42581122223991324251195213324NET Important
-%100%97%56%93%52%61%63%57%64%62%64%60%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--11--------44This is a negative to me
-%-%1%1%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

-6936-------3030offered
-%8%8%3%5%-%-%-%-%-%-%-%6%6%

b

This is mandatory to me
125383229*-*-*34148155- a must have

14%32%32%31%27%56%-%56%-%1%55%44%30%30%

This is a ‘nice to have’
, but I can live without

124412836*-*-225143151it being offered
36%31%35%28%34%30%-%30%-%50%34%55%29%30%

This is a 'great to
have' - makes a
difference and can sway

223283935*-*-21*166169my decision
50%29%24%38%33%13%-%13%-%49%11%1%34%33%

c

248667164*-*-244315324NET Important
64%62%56%69%60%70%-%70%-%50%66%45%64%64%

c
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-2-41-3--2-34This is a negative to me
-%1%-%1%1%-%1%-%-%1%-%2%1%

This is not important to
me - don't mind if not

*235257*23-5491330offered
3%6%5%6%5%*%7%-%7%3%7%7%6%

This is mandatory to me
61183612047999*22463748155- a must have

40%30%38%29%30%40%30%24%33%34%32%26%30%

This is a ‘nice to have’
, but I can live without

11291613553691120403160151it being offered
6%33%17%32%35%28%28%44%29%29%27%33%30%

b

This is a 'great to
have' - makes a
difference and can sway

811937131467114*22463961169my decision
51%30%40%32%30%32%34%32%32%33%34%33%33%

142377325193172131449276109324NET Important
91%61%78%60%60%72%65%56%65%67%66%59%64%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--11-4-1-14This is a negative to me
-%-%*%1%-%1%-%1%-%2%1%

This is not important to
me - don't mind if not

-6209722*52430offered
-%9%7%7%6%6%2%5%3%6%6%

This is mandatory to me
-129638461094383222155- a must have
-%20%31%28%35%29%63%36%37%36%30%

c

This is a ‘nice to have’
, but I can live without

-269648271241312416151it being offered
-%44%31%35%21%33%10%29%28%26%30%

bb

This is a 'great to
have' - makes a
difference and can sway

-169739501192322918169my decision
-%27%31%29%38%31%26%30%33%30%33%

-2819377962286706139324NET Important
-%47%62%57%74%60%89%65%70%66%64%

ca
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-12421-224--224This is a negative to me
-%*%1%1%1%*%-%2%1%1%-%-%1%2%1%

This is not important to
me - don't mind if not

-1021251423-61618-213530offered
-%5%7%6%5%7%-%6%5%6%-%4%5%4%6%

This is mandatory to me
175891231021022329996-118940155- a must have

33%34%29%29%35%30%72%30%30%30%-%21%35%29%30%

c

This is a ‘nice to have’
, but I can live without

16110613290115*2910099-227347151it being offered
56%27%34%31%31%34%9%27%30%31%-%41%29%34%30%

bb

This is a 'great to
have' - makes a
difference and can sway

*769213686100*38115102-197642169my decision
11%34%30%32%29%29%18%35%35%32%-%34%30%31%33%

1151181259188202270214198-3016582324NET Important
44%67%58%62%64%59%91%65%64%62%-%55%65%60%64%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

---112-23124This is a negative to me
-%-%-%9%*%1%-%2%1%1%1%1%

This is not important to
me - don't mind if not

*---9212720131830offered
5%-%-%-%4%7%4%9%7%6%6%6%

This is mandatory to me
252581891422776773155- a must have

18%38%24%46%35%28%26%29%28%33%25%30%

aa

This is a ‘nice to have’
, but I can live without

2332631061822875496151it being offered
22%25%31%13%27%34%34%30%32%27%33%30%

b

This is a 'great to
have' - makes a
difference and can sway

6444789718228769103169my decision
55%37%45%31%34%31%35%30%32%34%35%33%

89691601873244164136176324NET Important
73%75%69%78%69%59%62%59%60%67%60%64%

a
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

2212-343434244This is a negative to me
1%2%6%1%-%2%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

262126-72820302428182830offered
7%2%6%7%-%5%6%6%6%5%6%4%6%6%

a

This is mandatory to me
97427109-40147105153141149136147155- a must have
28%37%36%28%-%28%31%32%31%31%31%32%31%30%

b

This is a ‘nice to have’
, but I can live without

111353132-39140101149137149134147151it being offered
32%31%18%34%-%27%30%31%30%30%31%32%31%30%

This is a 'great to
have' - makes a
difference and can sway

113326121-5415498159149158133154169my decision
32%28%35%31%-%38%33%30%32%33%32%32%32%33%

a

2107513230-94300204312290307269301324NET Important
60%65%71%59%-%66%64%62%63%64%63%64%63%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

233-1*4-1--14This is a negative to me
1%1%1%-%1%1%1%-%1%-%-%1%1%

This is not important to
me - don't mind if not

1118214512638**830offered
5%7%6%10%4%1%7%3%5%1%8%5%6%

c

This is mandatory to me
65919411482691355214*58155- a must have
28%33%27%27%43%39%26%42%36%35%27%35%30%

cbb

This is a ‘nice to have’
, but I can live without

64871197231711716339138151it being offered
27%32%34%18%21%26%33%20%23%22%42%23%30%

aba

This is a 'great to
have' - makes a
difference and can sway

9276116183422118295216*63169my decision
40%28%33%45%31%33%33%35%36%42%23%37%33%

a

15716721029824820963104301121324NET Important
67%61%59%72%74%72%59%77%71%77%50%72%64%

cbb
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

--1--1-1-1-14This is a negative to me
-%-%4%-%-%3%-%2%-%2%-%2%1%

This is not important to
me - don't mind if not

11*1*2*222*230offered
3%24%1%4%1%4%1%3%7%3%2%4%6%

This is mandatory to me
3196813716823*16155- a must have

17%18%32%39%37%31%35%34%28%35%15%30%30%

d

This is a ‘nice to have’
, but I can live without

4285812613818116151it being offered
23%47%27%31%33%28%30%28%29%28%34%29%30%

This is a 'great to
have' - makes a
difference and can sway

9*1047147151021219169my decision
57%10%36%26%29%34%33%33%36%32%50%35%33%

ab

1211910152714311843235324NET Important
74%29%68%65%66%65%69%67%64%67%64%65%64%
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

---*--1-12--4This is a negative to me
-%-%-%1%-%-%4%-%2%15%-%-%1%

This is not important to
me - don't mind if not

413282422-2230offered
13%1%6%4%15%5%13%7%3%-%5%2%6%

adkad

This is mandatory to me
121461515121072321426155- a must have
41%32%12%25%30%30%38%30%33%15%40%35%30%

jjjjjjj

This is a ‘nice to have’
, but I can live without

4141422171368194820151it being offered
14%32%31%37%34%33%22%36%28%34%24%27%30%

This is a 'great to
have' - makes a
difference and can sway

91623211112762441026169my decision
31%36%51%34%21%31%24%28%35%36%30%35%33%

defgh

21302936262417144762451324NET Important
73%67%63%59%51%61%62%57%67%51%71%70%64%

hh
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

-*224This is a negative to me
-%*%2%1%1%

This is not important to
me - don't mind if not

7127330offered
6%8%6%3%6%

This is mandatory to me
32434041155- a must have
26%28%33%35%30%

This is a ‘nice to have’
, but I can live without

33533432151it being offered
27%35%28%27%30%

This is a 'great to
have' - makes a
difference and can sway

48443740169my decision
40%29%31%34%33%

c

80867781324NET Important
67%57%64%68%64%

c
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Low cost  (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a postal
provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---1-----11This is a negative to me
-%-%-%1%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

*1-1051**12425offered
1%4%-%7%3%4%2%4%4%5%5%

This is mandatory to me
71022665914338237251- a must have

51%67%77%52%37%50%55%46%51%49%49%

abea

This is a ‘nice to have’
, but I can live without

122243741128993it being offered
6%15%8%19%23%14%11%16%15%18%18%

ece

This is a 'great to
have' - makes a
difference and can sway

62426599225130139my decision
42%14%14%21%37%32%32%34%31%27%27%

bcbc

14122693118234613367390NET Important
94%81%92%73%74%82%87%80%82%76%77%

abab
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

---1---1-----1This is a negative to me
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

This is not important to
me - don't mind if not

1**2444431-3*525offered
5%1%2%5%11%8%7%3%3%-%4%*%9%5%

klllkl

This is mandatory to me
6111621917262840243391427251- a must have

31%51%61%49%44%53%59%47%66%37%47%41%44%49%

mjmmmmmamm

This is a ‘nice to have’
, but I can live without

54381638145411131693it being offered
27%18%11%18%16%7%16%17%15%40%14%38%27%18%

chkhhk

This is a 'great to
have' - makes a
difference and can sway

77711911169276229712139my decision
37%30%26%27%29%32%18%32%16%23%36%20%19%27%

aegaeg

12182333728423767305682138390NET Important
68%81%88%76%73%86%77%79%82%60%83%61%64%77%

aaijmamam
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-1-11-------1This is a negative to me
-%*%-%*%1%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

421111483*11--3125offered
10%5%9%4%5%8%1%6%-%-%4%33%5%

aa

This is mandatory to me
21230721797412598155422251- a must have
51%49%57%47%46%33%46%54%45%67%55%54%49%

agg

This is a ‘nice to have’
, but I can live without

489157831143257211*93it being offered
10%19%12%20%19%40%29%14%21%25%15%3%18%

bbeh

This is a 'great to
have' - makes a
difference and can sway

121272711249624811120*139my decision
29%27%22%29%30%19%24%26%34%8%26%9%27%

3335799291122187146266612390NET Important
80%76%79%76%76%52%70%80%79%75%82%64%77%

gggg
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

--1-11This is a negative to me
-%-%*%-%*%*%

This is not important to
me - don't mind if not

871112425offered
4%8%5%5%5%5%

This is mandatory to me
118429110241251- a must have

57%50%42%42%50%49%

a

This is a ‘nice to have’
, but I can live without

29164838993it being offered
14%19%22%15%18%18%

c

This is a 'great to
have' - makes a
difference and can sway

5319649130139my decision
25%23%30%39%27%27%

1716115419371390NET Important
82%73%72%81%76%77%

ab
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

-1--1-------11This is a negative to me
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

4175-25------42225offered
2%6%7%-%5%-%-%-%-%-%-%3%6%5%

ccb

This is mandatory to me
941322612239---22882157251- a must have
58%49%34%54%49%-%-%-%100%71%48%58%45%49%

abaai

This is a ‘nice to have’
, but I can live without

245019489*-*--3206993it being offered
14%19%25%17%18%100%-%100%-%-%20%14%20%18%

c

This is a 'great to
have' - makes a
difference and can sway

4271266133----153697139my decision
26%26%34%28%27%-%-%-%-%29%32%25%28%27%

1362035218372---2314118255390NET Important
83%75%68%83%76%-%-%-%100%100%80%83%73%77%

abai
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------11111111This is a negative to me
-%-%-%-%-%-%*%*%1%*%*%*%*%*%

This is not important to
me - don't mind if not

---*-2172032519161825offered
-%-%-%1%-%9%5%5%2%5%5%5%5%5%

eeeee

This is mandatory to me
-3*53918519984251205155182251- a must have
-%97%25%49%43%42%51%52%52%49%51%51%52%49%

This is a ‘nice to have’
, but I can live without

*-*4*66570319375566593it being offered
100%-%6%45%1%28%18%18%19%18%19%19%18%18%

This is a 'great to
have' - makes a
difference and can sway

-*1*559492411391057586139my decision
-%3%68%5%56%22%26%24%26%27%26%25%24%27%

-415814279291125390311230269390NET Important
-%100%94%54%99%64%77%76%78%77%76%76%76%77%

b
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--1---------11This is a negative to me
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

12683-----2-2425offered
28%3%5%8%3%-%-%-%-%-%35%-%5%5%

This is mandatory to me
142645246*-*-236241251- a must have

14%54%55%51%44%13%-%13%-%50%53%66%49%49%

This is a ‘nice to have’
, but I can live without

-17221323*-*---19193it being offered
-%22%19%13%22%87%-%87%-%-%-%16%19%18%

b

This is a 'great to
have' - makes a
difference and can sway

217242933----212135139my decision
58%21%21%29%31%-%-%-%-%50%12%18%27%27%

c

359888279*-*-447376390NET Important
72%76%76%80%75%13%-%13%-%100%65%84%76%77%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 73  (continuation)                                                                                                                                                   Page 1430

Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-1-1--1--1--1This is a negative to me
-%*%-%*%-%-%*%-%-%1%-%-%*%

This is not important to
me - don't mind if not

1184216316-2831325offered
8%5%4%5%4%14%5%-%3%6%2%7%5%

acb

This is mandatory to me
719856195748169138726178251- a must have

50%51%59%47%48%36%51%34%55%53%53%42%49%

aaaa

This is a ‘nice to have’
, but I can live without

*7578631556*1029134193it being offered
1%19%8%21%20%22%17%15%14%21%11%22%18%

bbb

This is a 'great to
have' - makes a
difference and can sway

6992711243688119273953139my decision
41%25%29%27%28%28%27%51%27%20%34%29%27%

cc

142978330711715257157100100131390NET Important
91%76%88%74%76%64%78%85%83%73%86%71%77%

aaac
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--1--1----1This is a negative to me
-%-%*%-%-%*%-%-%-%-%*%

This is not important to
me - don't mind if not

-2166223*41425offered
-%3%5%4%2%6%2%4%1%7%5%

bb

This is mandatory to me
-2615876771743665832251- a must have
-%44%51%56%59%46%44%61%66%53%49%

ca

This is a ‘nice to have’
, but I can live without

-186021147911013593it being offered
-%31%19%15%11%21%10%9%14%8%18%

abb

This is a 'great to
have' - makes a
difference and can sway

-147633381013281619139my decision
-%23%25%24%29%27%45%26%19%32%27%

b

-392341091152766947451390NET Important
-%66%75%80%88%73%89%87%85%85%77%

ca
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-1-111--1---1-1This is a negative to me
-%*%-%*%*%*%-%-%*%-%-%-%*%-%*%

This is not important to
me - don't mind if not

-1512231517-22210--15725offered
-%7%4%6%5%5%-%2%7%3%-%-%6%5%5%

accc

This is mandatory to me
1102162203151177256146173-2712380251- a must have

35%45%52%48%51%52%69%53%44%54%-%50%49%59%49%

bb

This is a ‘nice to have’
, but I can live without

-4259815665*256756-10512093it being offered
-%19%19%19%19%19%13%23%20%18%-%19%20%14%18%

This is a 'great to
have' - makes a
difference and can sway

264771117080*249680-176429139my decision
65%28%25%26%24%24%18%22%29%25%-%32%25%22%27%

2166239314222257280242253-44187109390NET Important
100%74%77%75%75%75%87%75%73%79%-%81%74%80%77%

b
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

----1----1-1This is a negative to me
-%-%-%-%*%-%-%-%-%1%-%*%

This is not important to
me - don't mind if not

---*18132-8161525offered
-%-%-%1%8%4%3%-%3%8%5%5%

adcdd

This is mandatory to me
4756101159224014990137251- a must have

40%60%55%48%44%50%43%53%55%44%47%49%

abe

This is a ‘nice to have’
, but I can live without

12224562192240356193it being offered
10%15%21%18%20%20%37%30%14%17%21%18%

abcabcc

This is a 'great to
have' - makes a
difference and can sway

53246682813766279139my decision
50%25%24%33%28%26%16%17%28%30%27%27%

dedede

910791672413152226152216390NET Important
90%85%79%81%72%76%59%70%82%74%74%77%

abdeee
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

1--1--11111111This is a negative to me
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

This is not important to
me - don't mind if not

223-20-42313252125182525offered
6%2%-%5%-%3%5%4%5%5%5%4%5%5%

This is mandatory to me
1715714189-74235180249226243214241251- a must have

49%50%75%48%-%52%50%55%50%50%50%51%50%49%

This is a ‘nice to have’
, but I can live without

6623375-238556918488788693it being offered
19%20%16%19%-%16%18%17%18%18%18%18%18%18%

This is a 'great to
have' - makes a
difference and can sway

89312104-4112977129122131112127139my decision
26%27%9%27%-%29%27%24%26%27%27%27%26%27%

2608816293-115364257378348373326368390NET Important
74%77%84%75%-%81%77%79%76%77%77%77%77%77%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

1-1---1-----1This is a negative to me
*%-%*%-%-%-%*%-%-%-%-%-%*%

This is not important to
me - don't mind if not

1411222*322*51-625offered
6%4%6%5%*%5%6%*%4%3%-%4%5%

aaaa

This is mandatory to me
102149164166835169448124195251- a must have

44%54%46%39%61%53%47%53%56%62%55%57%49%

bbc

This is a ‘nice to have’
, but I can live without

37557291297112164*1993it being offered
16%20%20%23%11%14%20%15%11%9%22%11%18%

aa

This is a 'great to
have' - makes a
difference and can sway

80599513311893264410*48139my decision
34%22%27%33%28%28%26%32%30%26%22%28%27%

a

18220925929995426270125341143390NET Important
78%76%73%72%89%81%73%85%86%88%78%85%77%

bcb
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

------------1This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

112*2323141425offered
6%24%8%1%10%8%11%7%4%7%28%8%5%

This is mandatory to me
711368188221129224251- a must have

46%17%47%42%34%43%38%46%38%45%55%44%49%

This is a ‘nice to have’
, but I can live without

21434939612*993it being offered
15%24%14%22%16%22%13%20%21%19%1%17%18%

This is a 'great to
have' - makes a
difference and can sway

52959118131119116139my decision
33%35%31%35%40%28%37%27%37%29%16%30%27%

1222212172915342248240390NET Important
79%53%78%77%74%71%76%74%75%75%71%75%77%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-------1----1This is a negative to me
-%-%-%-%-%-%-%5%-%-%-%-%*%

ad

This is not important to
me - don't mind if not

2124*4214--525offered
6%1%4%6%*%10%9%5%6%-%-%8%5%

hh

This is mandatory to me
22181833291815113131834251- a must have
78%40%40%54%57%47%54%48%44%30%53%46%49%

This is a ‘nice to have’
, but I can live without

21111121245313*61393it being offered
7%25%24%20%23%11%19%14%19%4%18%18%18%

This is a 'great to
have' - makes a
difference and can sway

21514121013572171021139my decision
8%34%31%21%20%33%18%28%31%66%29%29%27%

253333453931201852112855390NET Important
87%74%72%74%77%80%72%76%75%96%82%75%77%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

--1-1This is a negative to me
-%-%1%-%*%

This is not important to
me - don't mind if not

478525offered
4%5%7%5%5%

This is mandatory to me
59805755251- a must have
49%53%47%46%49%

This is a ‘nice to have’
, but I can live without

2428222093it being offered
20%18%18%16%18%

This is a 'great to
have' - makes a
difference and can sway

32353338139my decision
27%23%27%32%27%

911169093390NET Important
76%77%75%79%77%
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Guarantee that the parcel will arrive on time (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---3-----66This is a negative to me
-%-%-%2%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

***11102*112830offered
2%1%1%9%6%7%2%8%8%6%6%

This is mandatory to me
8923474513338191203- a must have

52%62%81%37%28%45%56%35%46%40%40%

aabeac

This is a ‘nice to have’
, but I can live without

24245466122128133it being offered
12%29%7%36%29%19%18%31%15%27%26%

cecebebe

This is a 'great to
have' - makes a
difference and can sway

51321598125130138my decision
34%8%11%16%37%28%24%26%31%27%27%

bcbc

13102668104214413320341NET Important
86%70%92%53%65%74%80%61%77%67%67%

ababbccac
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

---61--1--4--6This is a negative to me
-%-%-%1%2%-%-%1%-%-%4%-%-%1%

jk

This is not important to
me - don't mind if not

232242421*252530offered
9%12%7%5%6%8%4%1%1%19%6%6%8%6%

fefj

This is mandatory to me
561318012281929223301225203- a must have

28%26%49%41%32%57%40%34%59%36%37%35%42%40%

flmlmcfijlmcfijlm

This is a ‘nice to have’
, but I can live without

685115157152272161316133it being offered
32%34%19%26%39%15%32%26%20%20%20%39%27%26%

hchkchk

This is a 'great to
have' - makes a
difference and can sway

66611981011328227714138my decision
31%29%24%27%21%20%24%38%21%25%33%20%23%27%

hj

11121929921373161295571939341NET Important
59%54%73%68%53%76%64%72%80%60%70%55%64%67%

illilmililm
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-6-642------6This is a negative to me
-%1%-%1%2%5%-%-%-%-%-%-%1%

ebe

This is not important to
me - don't mind if not

42692185186-1-30offered
9%6%7%5%5%15%6%5%19%-%1%-%6%

behbeh

This is mandatory to me
1518855148611328182342203- a must have
36%40%44%39%38%38%20%45%26%21%45%51%40%

dd

This is a ‘nice to have’
, but I can live without

1012331102451033944281133it being offered
23%26%25%26%28%28%31%21%12%49%37%28%26%

dde

This is a 'great to
have' - makes a
difference and can sway

1312530108445453142121138my decision
31%27%24%28%27%13%42%29%43%30%17%21%27%

bbbgh

2831385256105186135224472341NET Important
67%67%68%67%65%51%62%74%69%51%62%72%67%

bgh
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

123-66This is a negative to me
*%2%1%-%1%1%

This is not important to
me - don't mind if not

8615*2930offered
4%8%7%2%6%6%

This is mandatory to me
95357411193203- a must have
45%42%34%46%40%40%

a

This is a ‘nice to have’
, but I can live without

5418594129133it being offered
26%22%28%16%27%26%

This is a 'great to
have' - makes a
difference and can sway

5023638129138my decision
24%27%29%36%27%27%

1455813619322341NET Important
70%69%64%82%66%67%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

-6--6-------66This is a negative to me
-%2%-%-%1%-%-%-%-%-%-%-%2%1%

c

This is not important to
me - don't mind if not

31511*30-----*32730offered
2%6%15%1%6%-%-%-%-%-%1%2%8%6%

cbcbb

This is mandatory to me
89991511192--*22778114203- a must have
55%37%20%50%39%-%-%100%100%71%41%56%33%40%

abaaaai

This is a ‘nice to have’
, but I can live without

3178248125----*823102133it being offered
19%29%32%37%26%-%-%-%-%19%44%16%30%26%

ccbbbib

This is a 'great to
have' - makes a
difference and can sway

4073253135*---*23798138my decision
24%27%33%13%28%100%-%-%-%10%14%26%28%27%

jj

1291714114327*-*229115212341NET Important
79%63%54%63%67%100%-%100%100%81%55%82%61%67%

abacij
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------35163136This is a negative to me
-%-%-%-%-%-%1%1%1%1%1%*%1%1%

This is not important to
me - don't mind if not

--***2232393025212130offered
-%-%6%2%1%9%6%6%6%6%6%7%6%6%

This is mandatory to me
-2*53914316070203162130138203- a must have
-%51%7%53%41%42%39%42%44%40%40%43%39%40%

This is a ‘nice to have’
, but I can live without

-2*4*51021074713311379104133it being offered
-%46%19%44%3%21%28%28%30%26%28%26%29%26%

This is a 'great to
have' - makes a
difference and can sway

**1*469289321381047288138my decision
100%3%68%*%55%28%25%23%20%27%26%24%25%27%

e

*215815235248102341266203225341NET Important
100%54%75%53%96%70%65%65%64%67%65%67%64%67%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--1-2-------66This is a negative to me
-%-%1%-%2%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

14739-----*-3030offered
28%5%6%3%9%-%-%-%-%-%2%-%6%6%

This is mandatory to me
136494532*-*-235193203- a must have

14%46%42%43%30%70%-%70%-%50%54%66%39%40%

aa

This is a ‘nice to have’
, but I can live without

-23302732-----23128133it being offered
-%30%26%27%30%-%-%-%-%-%33%33%26%26%

This is a 'great to
have' - makes a
difference and can sway

215292830*-*-21*135138my decision
58%19%25%27%29%30%-%30%-%50%11%1%27%27%

351787262*-*-446328341NET Important
72%65%67%70%59%100%-%100%-%100%65%67%67%67%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-3-62-4--4-26This is a negative to me
-%1%-%1%1%-%1%-%-%3%-%1%1%

b

This is not important to
me - don't mind if not

*2522714*16-1532130offered
1%6%3%7%9%*%5%-%1%4%2%12%6%

abcd

This is mandatory to me
815453151547142*40654552203- a must have

55%39%56%36%35%29%43%24%58%47%39%28%40%

acabaa

This is a ‘nice to have’
, but I can live without

11121511839785*11353354133it being offered
6%29%16%29%25%32%26%19%15%26%29%29%26%

bdd

This is a 'great to
have' - makes a
difference and can sway

6982411346983118293556138my decision
38%25%26%27%30%38%25%57%26%21%30%30%27%

c

1425277264100162251579480108341NET Important
93%64%82%64%65%67%68%81%84%68%69%58%67%

aabcaa
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--3--6----6This is a negative to me
-%-%1%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

-1202327*12130offered
-%1%7%1%2%7%2%1%2%2%6%

acb

This is mandatory to me
-2511860721322545423203- a must have
-%42%38%44%55%35%34%50%61%39%40%

aa

This is a ‘nice to have’
, but I can live without

-168741211121281420133it being offered
-%26%28%31%16%30%8%26%16%34%26%

bb

This is a 'great to
have' - makes a
difference and can sway

-188232351024251815138my decision
-%30%26%24%27%27%57%23%21%25%27%

-43200921072346797238341NET Important
-%73%64%68%82%62%90%73%82%64%67%

aa
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-32613--51--1-6This is a negative to me
-%1%1%1%*%1%-%-%1%*%-%-%*%-%1%

This is not important to
me - don't mind if not

-1622262121-2253--20530offered
-%7%7%6%7%6%-%2%7%1%-%-%8%4%6%

acacc

This is mandatory to me
279130153127131253109155-2510170203- a must have

70%35%42%37%43%38%72%50%33%49%-%47%40%52%40%

cbbb

This is a ‘nice to have’
, but I can live without

*648011977103*2010268-76734133it being offered
4%29%26%28%26%30%9%19%31%21%-%13%26%25%26%

accc

This is a 'great to
have' - makes a
difference and can sway

161771156982*309192-226427138my decision
26%27%25%27%23%24%18%29%27%29%-%40%25%20%27%

ab

2140207268195213284201247-4716597341NET Important
96%63%67%64%66%63%91%79%60%77%-%87%65%72%67%

bbab
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

----52--1326This is a negative to me
-%-%-%-%2%1%-%-%*%1%1%1%

This is not important to
me - don't mind if not

-2-*1622222121930offered
-%15%-%1%7%7%4%3%1%6%7%6%

cccc

This is mandatory to me
455581124224113075100203- a must have

43%45%54%43%35%39%42%54%47%36%34%40%

abab

This is a ‘nice to have’
, but I can live without

*32670841411655784133it being offered
5%23%22%55%30%27%27%15%24%28%29%26%

dddd

This is a 'great to
have' - makes a
difference and can sway

622*60841421765886138my decision
53%17%24%1%26%27%28%27%28%29%30%27%

107751412083661205133186341NET Important
95%62%78%44%61%66%70%82%75%65%64%67%

abeab
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

51-6-162666566This is a negative to me
1%1%-%1%-%1%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

281*27-82714292027242730offered
8%1%*%7%-%6%6%4%6%4%6%6%6%6%

a

This is mandatory to me
1324611143-60185156201188197172193203- a must have

38%40%61%37%-%42%39%48%41%41%40%41%40%40%

b

This is a ‘nice to have’
, but I can live without

93364111-3012779131124130111128133it being offered
27%31%24%28%-%21%27%24%27%27%27%26%27%26%

This is a 'great to
have' - makes a
difference and can sway

92303104-4412877128116128111126138my decision
26%27%15%27%-%31%27%23%26%26%26%26%26%27%

a

2247614247-104313232330305325283320341NET Important
64%67%76%63%-%73%66%71%66%67%67%67%67%67%
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

6-6---51----6This is a negative to me
2%-%2%-%-%-%1%1%-%-%-%-%1%

a

This is not important to
me - don't mind if not

12172811326*4--430offered
5%6%8%2%*%5%7%1%3%-%-%2%6%

aaa

This is mandatory to me
79125125166031125446826185203- a must have
34%45%35%40%54%46%35%54%46%66%39%50%40%

bcbbb

This is a ‘nice to have’
, but I can live without

686510212181710313345*37133it being offered
29%24%29%29%16%25%29%16%23%14%8%22%26%

aa

This is a 'great to
have' - makes a
difference and can sway

6968941133169823418143138my decision
30%25%26%28%29%24%27%28%28%20%53%26%27%

14819321827934622267108331128341NET Important
63%70%62%69%83%70%62%82%74%86%92%76%67%

bcbc
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

------------6This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

**21221213-330offered
*%6%6%8%7%4%7%5%2%5%-%6%6%

This is mandatory to me
611437168171427120203- a must have

38%16%50%22%29%39%38%37%48%41%20%38%40%

a

This is a ‘nice to have’
, but I can live without

3346612513616114133it being offered
20%69%13%42%26%29%22%27%20%26%31%26%26%

bd

This is a 'great to
have' - makes a
difference and can sway

7*94911715918216138my decision
42%9%30%29%38%28%33%31%30%28%50%30%27%

131238152814322245237341NET Important
80%25%80%50%67%67%71%68%78%69%69%68%67%

aa
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-2----11---26This is a negative to me
-%4%-%-%-%-%3%5%-%-%-%2%1%

dddd

This is not important to
me - don't mind if not

1663*7**3-*230offered
2%13%13%6%*%18%1%1%5%-%1%3%6%

afhadfhadefhi

This is mandatory to me
1413192819161782831227203- a must have
48%29%41%46%37%41%60%34%41%30%36%37%40%

adehk

This is a ‘nice to have’
, but I can live without

111091916115517*1019133it being offered
39%23%20%31%32%28%19%20%25%4%28%26%26%

This is a 'great to
have' - makes a
difference and can sway

31412111655102071223138my decision
11%31%27%18%30%13%17%41%29%66%34%32%27%

ggfgigg

172731383421211748112450341NET Important
58%60%67%63%68%54%76%74%70%96%70%69%67%

gg
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

2-226This is a negative to me
2%-%2%1%1%

This is not important to
me - don't mind if not

12114330offered
10%7%3%2%6%

ab

This is mandatory to me
45635343203- a must have
38%42%44%36%40%

This is a ‘nice to have’
, but I can live without

31462729133it being offered
26%31%23%24%26%

This is a 'great to
have' - makes a
difference and can sway

29313442138my decision
25%21%29%36%27%

cd

75948785341NET Important
63%62%72%72%67%

c
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Ability to track the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---2-**--33This is a negative to me
-%-%-%1%-%*%2%-%-%1%1%

This is not important to
me - don't mind if not

1*214122-113739offered
4%1%6%11%7%6%-%12%6%8%8%

d

This is mandatory to me
7617503510226153163- a must have

46%42%61%39%22%34%34%28%37%32%32%

aaba

This is a ‘nice to have’
, but I can live without

58439579235157166it being offered
32%52%14%31%36%32%31%39%29%33%33%

cc

This is a 'great to
have' - makes a
difference and can sway

31623568215131139my decision
18%6%20%18%35%27%33%20%28%27%27%

be

97237390173311284302NET Important
64%48%80%57%57%61%67%48%65%59%59%

abc
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

*1-2---2-----3This is a negative to me
2%3%-%1%-%-%-%3%-%-%-%-%-%1%

This is not important to
me - don't mind if not

2223364343332539offered
10%9%9%7%15%8%7%5%7%30%4%7%8%8%

c

This is mandatory to me
5781426211821131321515163- a must have

26%32%32%32%15%42%37%25%35%15%39%43%26%32%

iiifiiii

This is a ‘nice to have’
, but I can live without

65814716111331122171132166it being offered
31%23%32%33%40%22%27%36%34%26%21%33%54%33%

cclccfghjkl

m

This is a 'great to
have' - makes a
difference and can sway

67711912141326932967139my decision
32%33%27%27%30%28%28%31%24%30%36%18%12%27%

aaaaaaaaa

11151526118343147224622123302NET Important
58%65%59%59%45%70%65%56%59%44%75%60%38%59%

aaiaaaiaaafijkm
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-3122--1----3This is a negative to me
-%1%1%*%1%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

63312271061144*3-39offered
14%7%10%7%6%18%7%7%14%7%4%-%8%

abehb

This is mandatory to me
14149421215410*615229*163- a must have
34%32%34%31%34%28%2%34%16%33%39%15%32%

ddd

This is a ‘nice to have’
, but I can live without

815840126491395882252166it being offered
20%34%32%33%30%36%84%32%26%27%33%56%33%

b

This is a 'great to
have' - makes a
difference and can sway

1312630109466149142181139my decision
32%27%24%28%28%18%6%27%44%34%23%29%27%

begh

2727472230100161110205471302NET Important
66%59%57%60%62%45%9%60%60%66%62%44%59%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

*12-33This is a negative to me
*%1%1%-%1%1%

This is not important to
me - don't mind if not

14151023739offered
7%18%5%8%8%8%

ac

This is mandatory to me
7921628155163- a must have
38%25%29%33%32%32%

ab

This is a ‘nice to have’
, but I can live without

6325777159166it being offered
31%30%36%29%33%33%

This is a 'great to
have' - makes a
difference and can sway

5122637132139my decision
24%26%29%31%27%27%

1304312515287302NET Important
63%51%59%63%59%59%

b
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

111-3------123This is a negative to me
1%*%1%-%1%-%-%-%-%-%-%1%1%1%

This is not important to
me - don't mind if not

14205138----*1122539offered
9%7%7%6%8%-%-%-%-%4%8%9%7%8%

This is mandatory to me
67811512151--*2285596163- a must have
41%30%20%53%31%-%-%100%100%71%45%39%28%32%

abaiaai

This is a ‘nice to have’
, but I can live without

3897305161*---*433127166it being offered
24%36%40%23%33%100%-%-%-%19%26%24%37%33%

ccbb

This is a 'great to
have' - makes a
difference and can sway

4371254135----*43996139my decision
26%26%33%18%28%-%-%-%-%7%22%28%28%27%

1091524016286--*221194192302NET Important
67%56%53%71%59%-%-%100%100%78%67%67%55%59%

abaai
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------33233333This is a negative to me
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

-*-1*22732123930232839offered
-%3%-%7%1%11%7%8%8%8%7%8%8%8%

This is mandatory to me
-2*33811912852163135111110163- a must have
-%46%25%36%38%37%33%33%33%32%33%37%31%32%

This is a ‘nice to have’
, but I can live without

*-*5*81151305116612891118166it being offered
100%-%6%54%5%37%32%34%32%33%32%30%33%33%

This is a 'great to
have' - makes a
difference and can sway

-21*539991421391107595139my decision
-%51%68%3%56%14%27%24%27%27%27%25%27%27%

b

-31481121821894302245186205302NET Important
-%97%94%39%94%51%60%57%59%59%60%61%58%59%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

-*21--------33This is a negative to me
-%*%2%1%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

161058-----1-3839offered
28%8%8%5%8%-%-%-%-%-%17%-%8%8%

This is mandatory to me
132413526*-*-224155163- a must have

14%41%35%34%25%56%-%56%-%51%36%46%31%32%

a

This is a ‘nice to have’
, but I can live without

224332544*-*--23160166it being offered
50%31%28%25%42%44%-%44%-%-%35%41%33%33%

bc

This is a 'great to
have' - makes a
difference and can sway

*15313626----211135139my decision
8%20%27%35%25%-%-%-%-%49%11%13%28%27%

d

147727253*-*-435290302NET Important
22%61%62%70%50%56%-%56%-%100%47%59%59%59%

a
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-3-31-2--21*3This is a negative to me
-%1%-%1%1%-%1%-%-%2%1%*%1%

This is not important to
me - don't mind if not

12983113225*8761639offered
8%7%8%8%8%7%8%15%12%5%6%9%8%

c

This is mandatory to me
313238124447111130483349163- a must have

23%34%41%30%29%32%34%43%44%35%29%27%32%

aab

This is a ‘nice to have’
, but I can live without

212628138548104*17473566166it being offered
12%32%30%33%35%33%32%7%25%34%30%36%33%

d

This is a 'great to
have' - makes a
difference and can sway

81022011943788113334052139my decision
57%26%21%29%28%29%27%35%19%24%35%28%27%

cd

122335824387141991438173101302NET Important
80%60%62%59%56%60%60%78%63%59%63%55%59%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--31-3-1-13This is a negative to me
-%-%1%1%-%1%-%1%-%2%1%

This is not important to
me - don't mind if not

-4284732*23139offered
-%7%9%3%6%8%2%2%3%2%8%

a

This is mandatory to me
-199354511112453519163- a must have
-%32%30%40%39%29%29%42%39%31%32%

ba

This is a ‘nice to have’
, but I can live without

-2110240391273303219166it being offered
-%36%33%29%30%34%42%28%36%32%33%

This is a 'great to
have' - makes a
difference and can sway

-158536331052291920139my decision
-%25%28%27%26%28%28%27%21%33%27%

-3417890852174755338302NET Important
-%57%57%67%65%57%56%69%61%64%59%

b
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-31333--31--313This is a negative to me
-%1%*%1%1%1%-%-%1%*%-%-%1%1%1%

This is not important to
me - don't mind if not

-2020322326-63115-123839offered
-%9%7%8%8%8%-%6%9%5%-%3%9%6%8%

ac

This is mandatory to me
165111125108108*4394119-258357163- a must have

26%29%36%30%37%32%5%40%28%37%-%46%33%42%32%

cbbbb

This is a ‘nice to have’
, but I can live without

174951398911623411499-127539166it being offered
50%33%30%33%30%34%77%31%34%31%-%23%30%29%33%

This is a 'great to
have' - makes a
difference and can sway

161841207188*249085-156931139my decision
23%27%27%29%24%26%18%23%27%27%-%28%27%23%27%

1127195246179195167184204-4015288302NET Important
50%57%63%59%61%57%23%63%55%64%-%74%60%65%59%

bb
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

---132--1313This is a negative to me
-%-%-%9%1%1%-%-%*%1%*%1%

This is not important to
me - don't mind if not

-*-221233312182139offered
-%4%-%14%9%7%6%4%4%9%7%8%

c

This is mandatory to me
3523689917291036885163- a must have

27%40%27%23%29%32%34%39%38%33%29%32%

aa

This is a ‘nice to have’
, but I can live without

6226791042127806298166it being offered
53%18%22%52%34%33%41%36%29%30%34%33%

c

This is a 'great to
have' - makes a
difference and can sway

255*61881016785386139my decision
20%39%51%2%26%28%20%21%28%26%29%27%

59731291872745181121171302NET Important
47%78%78%25%56%59%53%60%66%59%59%59%

ae
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

2112-133333333This is a negative to me
1%1%6%1%-%1%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

285228-83326393435313539offered
8%5%10%7%-%5%7%8%8%8%7%7%7%8%

This is mandatory to me
107415123-55158117162154160144159163- a must have

30%36%25%31%-%38%33%36%33%34%33%34%33%32%

This is a ‘nice to have’
, but I can live without

119369134-39149100163146155136153166it being offered
34%31%48%34%-%27%31%30%33%32%32%32%32%33%

This is a 'great to
have' - makes a
difference and can sway

95312103-4012982128116135109131139my decision
27%28%12%26%-%28%27%25%26%25%28%26%27%27%

201727226-94287199290270294253290302NET Important
58%63%37%58%-%66%61%61%59%60%60%60%60%59%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

122-1-3-1--13This is a negative to me
1%1%1%-%1%-%1%-%1%-%-%1%1%

This is not important to
me - don't mind if not

162330-9330663-839offered
7%8%9%-%8%5%8%8%4%7%-%5%8%

b

This is mandatory to me
7291103124323109275114158163- a must have
31%33%29%31%39%35%31%33%35%36%47%35%32%

c

This is a ‘nice to have’
, but I can live without

7590117183127118204711*54166it being offered
32%33%33%45%28%41%33%24%32%29%30%32%33%

aa

This is a 'great to
have' - makes a
difference and can sway

69701029271296294111*47139my decision
30%25%29%24%25%19%27%35%28%27%22%28%27%

c

1411612052271362055692241105302NET Important
60%58%58%55%63%54%58%68%63%63%70%63%59%

bc
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

------------3This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

*141334316-539offered
2%24%13%7%15%7%18%6%5%10%-%9%8%

ac

This is mandatory to me
4*102411413919*14163- a must have

24%7%37%11%17%27%21%28%31%30%8%26%32%

a

This is a ‘nice to have’
, but I can live without

5258514416920117166it being offered
29%53%19%53%22%35%18%35%30%30%44%31%33%

bdbb

This is a 'great to
have' - makes a
difference and can sway

719410139151020218139my decision
46%16%31%28%46%31%42%31%34%30%48%34%27%

ac

111196142413281939232302NET Important
69%23%67%40%64%58%64%59%65%60%56%60%59%

aa
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-1*---11----3This is a negative to me
-%1%*%-%-%-%5%5%-%-%-%-%1%

adad

This is not important to
me - don't mind if not

412629226-*439offered
15%3%4%11%3%24%5%6%9%-%1%6%8%

adefhjk

This is mandatory to me
13912222113872031221163- a must have
46%19%27%36%41%34%28%30%29%30%36%29%32%

k

This is a ‘nice to have’
, but I can live without

1020191417810622*1228166it being offered
36%44%42%23%33%20%36%25%31%4%35%39%33%

ggig

This is a 'great to
have' - makes a
difference and can sway

115121812978217919139my decision
3%33%27%30%23%23%26%34%30%66%28%26%27%

142425403222151541112240302NET Important
49%52%54%66%64%56%54%64%60%96%64%55%59%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

1-2-3This is a negative to me
1%-%2%-%1%

This is not important to
me - don't mind if not

8179539offered
6%12%8%4%8%

a

This is mandatory to me
34563537163- a must have
29%37%29%31%32%

This is a ‘nice to have’
, but I can live without

49393741166it being offered
41%26%31%34%33%

c

This is a 'great to
have' - makes a
difference and can sway

28393636139my decision
23%26%30%30%27%

62957273302NET Important
52%63%59%62%59%
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Ability to choose an express or next day service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

2-*71*--*1414This is a negative to me
12%-%*%5%1%1%-%-%2%3%3%

aca

This is not important to
me - don't mind if not

*3231435*23113118offered
3%18%7%24%27%16%8%23%16%23%23%

cecedde

This is mandatory to me
119202451137681- a must have
9%5%30%16%15%18%20%16%19%16%16%

ae

This is a ‘nice to have’
, but I can live without

899484710226163174it being offered
55%61%30%38%29%37%46%33%35%34%34%

abc

This is a 'great to
have' - makes a
difference and can sway

321021458125116123my decision
21%16%33%17%28%28%26%28%28%24%24%

bb

4318426913238191204NET Important
29%21%63%33%43%46%47%44%47%40%40%

abe
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

-1-1322-2--5-214This is a negative to me
-%5%-%3%5%4%-%2%-%-%6%-%4%3%

kkkm

This is not important to
me - don't mind if not

45510486151884151217118offered
22%20%20%23%21%13%31%21%21%49%18%34%29%23%

h

This is mandatory to me
345697991361114981- a must have

15%19%19%16%17%18%19%15%15%15%13%11%16%16%

This is a ‘nice to have’
, but I can live without

671015013221630131241319174it being offered
31%33%40%34%34%45%34%35%37%6%29%36%32%34%

This is a 'great to
have' - makes a
difference and can sway

65510791082210328611123my decision
32%22%21%24%24%20%16%26%27%31%34%18%19%24%

gk

991017616191735154391021204NET Important
47%42%40%40%40%38%35%42%42%46%48%29%35%40%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

11311352-5--2*14This is a negative to me
1%3%1%3%3%5%-%3%-%-%3%7%3%

This is not important to
me - don't mind if not

91083087371263852142118offered
22%23%24%23%23%33%60%21%15%31%18%54%23%

This is mandatory to me
8732556279*31328*81- a must have

19%16%20%15%17%26%3%17%8%33%10%9%16%

bd

This is a ‘nice to have’
, but I can live without

12162461285792647*341174it being offered
29%35%37%33%35%27%17%35%21%2%46%18%34%

d

This is a 'great to
have' - makes a
difference and can sway

121112310036324318218*123my decision
29%24%18%26%23%8%20%24%56%33%24%11%24%

bgbegh

20184481566312275215251204NET Important
48%39%38%41%39%35%23%41%64%66%34%20%40%

begh
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

625-1414This is a negative to me
3%2%3%-%3%3%

This is not important to
me - don't mind if not

4427444114118offered
21%32%21%16%23%23%

ac

This is mandatory to me
35153147781- a must have
17%18%14%18%16%16%

This is a ‘nice to have’
, but I can live without

7621766167174it being offered
37%25%36%27%34%34%

bb

This is a 'great to
have' - makes a
difference and can sway

4618579114123my decision
22%22%27%39%24%24%

81348813191204NET Important
39%40%41%57%39%40%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

581*13-----*4914This is a negative to me
3%3%1%2%3%-%-%-%-%-%3%3%3%3%

This is not important to
me - don't mind if not

4159185112----153577118offered
25%22%24%24%23%-%-%-%-%22%27%25%22%23%

This is mandatory to me
264411279---2-1245581- a must have
16%16%15%11%16%-%-%-%100%-%3%17%16%16%

ccc

This is a ‘nice to have’
, but I can live without

58882810163*-*-2848116174it being offered
36%32%37%47%34%100%-%100%-%71%47%34%33%34%

This is a 'great to
have' - makes a
difference and can sway

3372184120----*33090123my decision
20%27%23%16%25%-%-%-%-%7%20%21%26%24%

59116296198---2*453145204NET Important
36%43%38%27%41%-%-%-%100%7%23%38%42%40%

cc
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

-----*9104141061014This is a negative to me
-%-%-%-%-%2%3%3%3%3%2%2%3%3%

This is not important to
me - don't mind if not

-*-226858827118957182118offered
-%3%-%23%23%28%23%23%17%23%23%23%23%23%

eeeee

This is mandatory to me
--*3236062288168535481- a must have
-%-%7%31%24%14%17%16%18%16%17%18%15%16%

This is a ‘nice to have’
, but I can live without

*2*4*811614061174131103114174it being offered
100%46%25%45%6%40%32%37%38%34%32%34%32%34%

This is a 'great to
have' - makes a
difference and can sway

-21*439283401231027094123my decision
-%51%68%2%47%16%25%22%25%24%25%23%27%24%

-2136615214568204170123147204NET Important
-%51%75%33%71%30%42%38%42%40%42%41%42%40%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

-2242-------1414This is a negative to me
-%2%2%4%2%-%-%-%-%-%-%-%3%3%

This is not important to
me - don't mind if not

216261635-----33112118offered
50%20%22%16%34%-%-%-%-%-%53%33%23%23%

bcd

This is mandatory to me
115152313-----*27981- a must have

14%20%13%22%13%-%-%-%-%-%2%21%16%16%

ac

This is a ‘nice to have’
, but I can live without

132412730*-*-224166174it being offered
36%42%35%26%28%87%-%87%-%50%34%44%34%34%

ab

This is a 'great to
have' - makes a
difference and can sway

-12323325*-*-21*121123my decision
-%16%28%32%24%13%-%13%-%50%11%2%25%24%

dd

128485638*-*-212200204NET Important
14%36%41%54%36%13%-%13%-%50%13%23%41%40%

acd
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-104104-10-452414This is a negative to me
-%3%4%2%3%-%3%-%6%3%1%2%3%

b

This is not important to
me - don't mind if not

3921610224886-20361547118offered
23%23%17%24%15%33%26%-%29%26%13%26%23%

ccbbb

This is mandatory to me
266146624254-1017262681- a must have

14%17%15%16%16%10%17%-%15%13%22%14%16%

ac

This is a ‘nice to have’
, but I can live without

212936138599105120463670174it being offered
15%33%38%33%38%37%32%49%30%33%32%38%34%

This is a 'great to
have' - makes a
difference and can sway

795259943575115343737123my decision
48%24%26%24%28%20%23%51%21%24%32%20%24%

a

916139165677129125516363204NET Important
62%41%41%40%43%29%39%51%36%37%54%34%40%

acd
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

-2102410-32114This is a negative to me
-%3%3%1%3%3%-%3%2%2%3%

This is not important to
me - don't mind if not

-117719181001161311118offered
-%18%25%14%14%26%17%15%15%19%23%

ab

This is mandatory to me
-744262259*1516481- a must have
-%11%14%19%17%16%7%14%18%6%16%

a

This is a ‘nice to have’
, but I can live without

-289850481253433826174it being offered
-%47%32%37%37%33%53%40%43%43%34%

b

This is a 'great to
have' - makes a
difference and can sway

-12823839841302018123my decision
-%21%26%28%30%22%22%28%22%30%24%

a

-1912664611432463522204NET Important
-%32%40%47%47%38%30%42%40%36%40%

ca
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-10812610-4137-26214This is a negative to me
-%4%3%3%2%3%-%4%4%2%-%3%2%1%3%

This is not important to
me - don't mind if not

-497310767792228561-86425118offered
-%22%24%25%23%23%69%21%26%19%-%14%25%19%23%

ac

This is mandatory to me
13657675152-184557-11393081- a must have

26%16%18%16%17%15%-%17%13%18%-%20%15%22%16%

b

This is a ‘nice to have’
, but I can live without

17097137103113142117111-208646174it being offered
26%31%31%33%35%33%28%40%35%35%-%36%34%34%34%

This is a 'great to
have' - makes a
difference and can sway

16075976788*207282-145833123my decision
48%27%24%23%23%26%4%19%22%26%-%26%23%24%24%

295132164118139*38117139-259763204NET Important
74%43%42%39%40%41%4%36%35%44%-%46%38%46%40%

b
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

*--21110-259714This is a negative to me
2%-%-%17%5%3%-%3%2%4%3%3%

e

This is not important to
me - don't mind if not

22-258761212505066118offered
21%17%-%16%25%24%24%16%18%25%23%23%

c

This is mandatory to me
**31354861147314281- a must have
3%1%30%7%15%15%12%15%17%15%14%16%

This is a ‘nice to have’
, but I can live without

56237510825399673103174it being offered
53%51%26%27%32%34%49%52%35%36%35%34%

abcabc

This is a 'great to
have' - makes a
difference and can sway

24445374811754173123my decision
22%30%44%33%23%23%15%14%27%20%25%24%

bdede

347588122142212272115204NET Important
24%32%74%40%38%39%27%29%45%35%39%40%

bdede
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

84110-4129141414121414This is a negative to me
2%3%6%3%-%3%3%3%3%3%3%3%3%3%

This is not important to
me - don't mind if not

8427791-30106681169911088110118offered
24%24%37%23%-%21%22%21%23%22%23%21%23%23%

This is mandatory to me
6214*65-267961797778707881- a must have
18%12%2%17%-%18%17%18%16%17%16%17%16%16%

This is a ‘nice to have’
, but I can live without

114447135-52164114173156166147163174it being offered
33%38%35%35%-%36%35%35%35%34%34%35%34%34%

This is a 'great to
have' - makes a
difference and can sway

8126489-3111276114108119105115123my decision
23%23%19%23%-%22%24%23%23%24%24%25%24%24%

143394154-57191137193185197175193204NET Important
41%35%22%39%-%40%40%42%39%41%40%41%40%40%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

410941*1135--514This is a negative to me
2%4%3%9%1%*%3%3%3%-%-%3%3%

ac

This is not important to
me - don't mind if not

5860821222197920208*27118offered
25%22%23%31%20%28%22%24%14%21%22%16%23%

This is mandatory to me
36456231415491420312081- a must have
15%16%17%9%13%22%14%18%14%7%47%12%16%

b

This is a ‘nice to have’
, but I can live without

73101109125122128235917*68174it being offered
31%37%31%31%46%34%36%28%41%44%18%40%34%

c

This is a 'great to
have' - makes a
difference and can sway

6459928231189224211*49123my decision
27%22%26%20%21%16%25%27%29%28%12%29%24%

100105154113725138366114169204NET Important
43%38%43%29%34%38%39%44%42%35%60%41%40%

a
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

-1*111-111-114This is a negative to me
-%21%*%7%4%2%-%2%3%2%-%2%3%

b

This is not important to
me - don't mind if not

11636768613*12118offered
7%25%20%22%27%17%30%16%21%21%1%22%23%

a

This is mandatory to me
316248211413*981- a must have

17%33%22%10%17%18%12%23%14%20%4%17%16%

This is a ‘nice to have’
, but I can live without

4177711714619216174it being offered
28%13%27%47%30%27%34%30%22%30%48%29%34%

b

This is a 'great to
have' - makes a
difference and can sway

8*925145141118217123my decision
49%8%30%14%22%35%24%29%40%27%46%31%24%

aac

1021549227241530226204NET Important
66%41%53%24%39%53%36%52%54%47%51%48%40%

aab
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-4-2-2212---14This is a negative to me
-%9%-%4%-%5%7%5%3%-%-%-%3%

ahjaaaja

This is not important to
me - don't mind if not

5101010131084132924118offered
17%22%21%16%26%26%29%15%19%19%26%33%23%

di

This is mandatory to me
54613854313261081- a must have

18%10%12%21%17%14%15%15%19%15%18%14%16%

This is a ‘nice to have’
, but I can live without

141718211714862221121174it being offered
51%38%40%35%34%35%30%26%31%19%34%29%34%

This is a 'great to
have' - makes a
difference and can sway

49121412859195817123my decision
14%21%27%24%24%20%18%39%27%46%22%24%24%

914182720139133271428204NET Important
32%30%39%45%40%34%34%54%46%61%40%38%40%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

445-14This is a negative to me
4%3%4%-%3%

aaa

This is not important to
me - don't mind if not

24332535118offered
20%22%21%29%23%

This is mandatory to me
1527211881- a must have
13%18%17%15%16%

This is a ‘nice to have’
, but I can live without

50533635174it being offered
42%35%30%30%34%

ab

This is a 'great to
have' - makes a
difference and can sway

26343330123my decision
21%23%28%26%24%

41615448204NET Important
34%40%45%41%40%
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Ability to select a specific date/time for delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---12----44This is a negative to me
-%-%-%1%1%-%-%-%-%1%1%

This is not important to
me - don't mind if not

21*6121*1*3436offered
15%5%1%5%8%4%6%7%3%7%7%

bc

This is mandatory to me
6515485011227167178- a must have

38%31%51%37%31%39%48%31%40%35%35%

a

This is a ‘nice to have’
, but I can live without

48441367133132139it being offered
26%55%14%32%23%23%17%36%20%27%27%

cbde

This is a 'great to
have' - makes a
difference and can sway

311032609126143153my decision
21%8%34%25%37%33%30%25%37%30%30%

be

962579109214413311331NET Important
59%40%86%62%68%72%78%57%77%65%65%

abeaccac
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

---41--3-----4This is a negative to me
-%-%-%1%2%-%-%3%-%-%-%-%-%1%

This is not important to
me - don't mind if not

2213154171-9*536offered
9%9%3%7%12%8%3%8%3%-%10%*%8%7%

kk

This is mandatory to me
5111015310212332145201317178- a must have

26%47%40%35%24%43%47%37%38%52%24%37%28%35%

acijmccacim

This is a ‘nice to have’
, but I can live without

5461231213111192251525139it being offered
30%19%23%28%31%27%23%13%24%26%30%44%42%27%

fffffgjkl

This is a 'great to
have' - makes a
difference and can sway

6691321211133213229614153my decision
35%25%34%30%30%22%27%38%36%23%35%18%23%30%

11161928521323664277491930331NET Important
61%72%74%64%55%65%74%75%74%74%60%55%50%65%

aaciaiacia
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-4-42--2----4This is a negative to me
-%1%-%1%1%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

431926115*15*-5-36offered
10%7%7%7%7%13%1%8%*%-%7%-%7%

d

This is mandatory to me
15164541255110369115291178- a must have
36%35%43%32%31%29%27%38%32%67%38%47%35%

a

This is a ‘nice to have’
, but I can live without

613326113481053912-232139it being offered
14%28%21%29%30%29%46%21%37%-%30%53%27%

bbee

This is a 'great to
have' - makes a
difference and can sway

1613636117501035810218-153my decision
40%29%29%30%31%29%26%32%30%33%24%-%30%

a

3130090242101205127207471331NET Important
76%64%72%63%62%58%53%70%62%100%63%47%65%

aa
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

1-3-44This is a negative to me
*%-%1%-%1%1%

This is not important to
me - don't mind if not

12815-3636offered
6%9%7%-%7%7%

This is mandatory to me
8925628170178- a must have
43%30%29%34%35%35%

ab

This is a ‘nice to have’
, but I can live without

48296210129139it being offered
23%34%29%43%27%27%

c

This is a 'great to
have' - makes a
difference and can sway

5822715147153my decision
28%26%33%23%30%30%

1474813313318331NET Important
71%56%62%57%65%65%

ab
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

-22-4-------44This is a negative to me
-%1%2%-%1%-%-%-%-%-%-%-%1%1%

c

This is not important to
me - don't mind if not

8208*35----*-82836offered
5%7%10%*%7%-%-%-%-%4%-%5%8%7%

This is mandatory to me
74871811167--*2-963105178- a must have
45%32%23%51%34%-%-%100%100%-%53%45%30%35%

abaiaiai

This is a ‘nice to have’
, but I can live without

3283247132*---2525107139it being offered
20%31%32%33%27%100%-%-%-%71%31%18%31%27%

ccbbb

This is a 'great to
have' - makes a
difference and can sway

4979243149----1346104153my decision
30%29%32%15%31%-%-%-%-%25%16%32%30%30%

jcjj

1231664215317--*2112108208331NET Important
76%61%55%67%65%-%-%100%100%25%69%77%60%65%

abai
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------13141114This is a negative to me
-%-%-%-%-%-%*%1%1%1%*%*%*%1%

This is not important to
me - don't mind if not

-***-2212633623142136offered
-%3%6%1%-%9%6%7%2%7%6%5%6%7%

eeee

This is mandatory to me
-2*33812414160178141117121178- a must have
-%46%25%35%42%39%34%37%38%35%35%39%34%35%

This is a ‘nice to have’
, but I can live without

*--4*61051064913911590103139it being offered
100%-%-%39%2%30%29%28%31%27%28%30%29%27%

This is a 'great to
have' - makes a
difference and can sway

-212451121074615312681108153my decision
-%51%68%25%56%22%31%28%29%30%31%27%30%30%

-316813235247106331267198228331NET Important
-%97%94%60%98%61%65%65%66%65%66%65%65%65%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--1---------44This is a negative to me
-%-%1%-%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

13469-----*-3536offered
28%4%4%6%8%-%-%-%-%-%2%-%7%7%

This is mandatory to me
132423332*-*-*34172178- a must have

14%42%36%33%30%56%-%56%-%1%53%44%35%35%

This is a ‘nice to have’
, but I can live without

-22412231*-*-224131139it being offered
-%28%35%21%30%30%-%30%-%50%33%49%27%27%

b

This is a 'great to
have' - makes a
difference and can sway

221294134*-*-211150153my decision
58%26%25%40%32%13%-%13%-%49%12%6%30%30%

cd

353717566*-*-244321331NET Important
72%68%61%73%62%70%-%70%-%50%65%51%65%65%

c
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-122--4--2-24This is a negative to me
-%*%2%*%-%-%1%-%-%1%-%1%1%

This is not important to
me - don't mind if not

-2353012420-7532136offered
-%6%6%7%7%19%6%-%10%3%3%12%7%

acbcbc

This is mandatory to me
513640139434131131574249178- a must have

33%35%42%33%28%16%40%49%45%41%36%26%35%

bcaaa

This is a ‘nice to have’
, but I can live without

211417122431086*12432655139it being offered
11%29%18%29%28%42%26%15%17%32%23%30%27%

badd

This is a 'great to
have' - makes a
difference and can sway

81183012356589119314457153my decision
56%30%32%30%36%24%27%35%28%23%39%31%30%

ac

13254702629992211508886106331NET Important
89%65%74%63%64%39%67%85%73%64%75%57%65%

abbaac
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--1-22----4This is a negative to me
-%-%*%-%1%1%-%-%-%-%1%

This is not important to
me - don't mind if not

-3207630*24336offered
-%5%6%5%4%8%2%2%4%4%7%

This is mandatory to me
-1810451531253463828178- a must have
-%30%33%38%41%33%47%43%43%46%35%

This is a ‘nice to have’
, but I can live without

-188837261131272116139it being offered
-%31%28%27%20%30%23%25%24%26%27%

b

This is a 'great to
have' - makes a
difference and can sway

-209841441092332514153my decision
-%34%32%30%34%29%27%30%29%23%30%

-3820292972345786342331NET Important
-%64%65%68%74%62%75%73%72%70%65%

a
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-1-211--31--1-4This is a negative to me
-%*%-%*%*%*%-%-%1%*%-%-%*%-%1%

This is not important to
me - don't mind if not

-1915311420-72812-*14836offered
-%8%5%7%5%6%-%6%8%4%-%1%5%6%7%

aacc

This is mandatory to me
267114141113118244100133-239156178- a must have

79%30%37%34%38%34%72%41%30%42%-%42%36%41%35%

bbb

This is a ‘nice to have’
, but I can live without

-658711989102*249480-107437139it being offered
-%29%28%28%30%30%9%23%28%25%-%18%29%27%27%

c

This is a 'great to
have' - makes a
difference and can sway

1729412677100*3110892-217335153my decision
21%32%30%30%26%29%18%29%32%29%-%39%29%26%30%

ab

2139209268190218276207225-4416391331NET Important
100%62%67%64%64%64%91%71%62%71%-%81%65%67%65%

bab
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

----1---1124This is a negative to me
-%-%-%-%*%-%-%-%*%1%1%1%

This is not important to
me - don't mind if not

-2-122185310221436offered
-%15%-%9%10%6%9%4%4%11%5%7%

acacd

This is mandatory to me
36366211014321165791178- a must have

25%46%34%55%27%35%27%43%42%28%31%35%

babeabe

This is a ‘nice to have’
, but I can live without

322274941823686085139it being offered
33%21%21%20%32%30%36%31%25%30%29%27%

c

This is a 'great to
have' - makes a
difference and can sway

424272931517786499153my decision
42%18%44%16%31%29%28%22%29%31%34%30%

d

78781352032949194121191331NET Important
67%64%79%71%58%64%55%66%71%59%65%65%

be
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

11-2-144442124This is a negative to me
*%1%-%1%-%1%1%1%1%1%*%*%*%1%

This is not important to
me - don't mind if not

304126-73420352834223436offered
9%3%5%7%-%5%7%6%7%6%7%5%7%7%

a

This is mandatory to me
117428131-54170126178164173155172178- a must have

33%37%44%34%-%38%36%39%36%36%36%37%36%35%

This is a ‘nice to have’
, but I can live without

101335116-3412588135124130117128139it being offered
29%29%29%30%-%24%26%27%27%27%27%28%27%27%

This is a 'great to
have' - makes a
difference and can sway

100344115-4614089144134148128145153my decision
29%30%22%30%-%33%30%27%29%30%30%30%30%30%

2177712246-101310216322298322283317331NET Important
62%67%66%63%-%71%66%66%65%66%66%67%66%65%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

224---31-2-24This is a negative to me
1%1%1%-%-%-%1%1%-%5%-%1%1%

b

This is not important to
me - don't mind if not

17193024330271-836offered
7%7%8%6%3%5%8%3%5%3%-%5%7%

aa

This is mandatory to me
72107113144930113345917*69178- a must have
31%39%32%35%44%45%32%42%41%44%35%41%35%

bcbb

This is a ‘nice to have’
, but I can live without

6673103122223100153110137139it being offered
28%26%29%30%20%34%28%18%21%25%61%22%27%

aaa

This is a 'great to
have' - makes a
difference and can sway

777510412371111129489*53153my decision
33%27%29%30%33%16%31%36%33%23%4%31%30%

cc

14918221725864022464108261122331NET Important
64%66%61%64%77%61%63%78%74%67%39%72%65%

cbc
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

------------4This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

214*2514461636offered
10%21%15%2%10%12%7%8%14%9%30%11%7%

a

This is mandatory to me
52957167171124*19178- a must have

30%40%32%30%29%39%35%37%39%38%11%36%35%

This is a ‘nice to have’
, but I can live without

316758411415*11139it being offered
18%27%20%45%21%19%20%24%12%24%5%21%27%

bdd

This is a 'great to
have' - makes a
difference and can sway

71949128141019218153my decision
43%12%32%23%39%30%39%31%35%29%55%32%30%

112188162915322143237331NET Important
73%52%65%53%69%70%73%68%74%67%66%68%65%
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

------11---24This is a negative to me
-%-%-%-%-%-%3%5%-%-%-%3%1%

ddd

This is not important to
me - don't mind if not

-545*4127--636offered
-%12%9%9%*%9%5%10%10%-%-%9%7%

hhhhh

This is mandatory to me
1816171422131282431218178- a must have
63%36%37%22%44%33%44%34%35%30%36%25%35%

aiai

This is a ‘nice to have’
, but I can live without

6613201512741821127139it being offered
21%12%27%32%29%30%25%19%26%19%31%36%27%

kk

This is a 'great to
have' - makes a
difference and can sway

51812221411682061120153my decision
16%39%27%37%27%28%23%34%29%51%33%27%30%

23342936362418164592338331NET Important
79%75%64%59%70%61%67%67%64%81%69%52%65%

aaa
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

--224This is a negative to me
-%-%2%2%1%

This is not important to
me - don't mind if not

9911636offered
8%6%9%5%7%

This is mandatory to me
51494434178- a must have
43%32%37%29%35%

a

This is a ‘nice to have’
, but I can live without

24462939139it being offered
20%31%24%33%27%

d

This is a 'great to
have' - makes a
difference and can sway

35473437153my decision
29%31%29%31%30%

86967971331NET Important
72%63%65%60%65%

a
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Fast delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in choosing a
postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

**2841**11819This is a negative to me
2%*%6%6%2%3%5%1%4%4%4%

This is not important to
me - don't mind if not

11519136*235561offered
9%4%17%15%8%21%9%31%20%11%12%

aada

This is mandatory to me
471136425113147152- a must have

27%44%37%28%26%18%25%13%19%31%30%

bce

This is a ‘nice to have’
, but I can live without

763383910136119128it being offered
49%43%10%29%25%34%29%39%33%25%25%

abccaaa

This is a 'great to
have' - makes a
difference and can sway

21927627214142148my decision
13%8%30%21%39%23%32%16%23%29%29%

ebec

68196310412327289300NET Important
40%52%67%50%65%41%57%29%42%60%59%

ebecbce
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

*111822*3-*53319This is a negative to me
*%5%2%4%5%4%*%3%-%2%6%8%5%4%

This is not important to
me - don't mind if not

4525056982*133461offered
22%22%9%11%12%12%19%9%5%3%16%9%8%12%

aefjkaefjk

This is mandatory to me
6471361320112612323820152- a must have

31%17%28%31%33%40%23%31%33%31%28%23%34%30%

lllll

This is a ‘nice to have’
, but I can live without

579108812172411411813128it being offered
26%30%37%24%21%24%36%28%31%43%13%22%22%25%

ccjcccc

This is a 'great to
have' - makes a
difference and can sway

46613211101125112301319148my decision
22%27%25%30%29%20%22%29%31%21%37%38%32%29%

hm

10101326824292251235532139300NET Important
52%43%52%60%62%60%45%60%64%52%65%60%66%59%

gllllglgl
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

2183167--63-3-19This is a negative to me
4%4%3%4%5%-%-%3%9%-%4%-%4%

This is not important to
me - don't mind if not

65513481821255*10*61offered
15%12%11%12%11%5%6%14%16%2%13%1%12%

This is mandatory to me
14138461065617*4655221152- a must have
34%29%37%28%35%47%1%25%16%64%30%24%30%

adede

This is a ‘nice to have’
, but I can live without

612229993075646*161128it being offered
15%26%23%26%18%21%51%35%17%1%21%23%25%

bbdh

This is a 'great to
have' - makes a
difference and can sway

13135331155010441142242148my decision
32%29%26%30%31%27%43%22%42%33%32%52%29%

ee

282737922110626487197472300NET Important
67%58%63%58%66%74%43%48%58%97%62%76%59%

eee
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

631121819This is a negative to me
3%3%5%8%4%4%

This is not important to
me - don't mind if not

29122016061offered
14%14%9%5%12%12%

This is mandatory to me
7225565147152- a must have
34%29%26%23%30%30%

a

This is a ‘nice to have’
, but I can live without

4823576122128it being offered
23%27%27%26%25%25%

This is a 'great to
have' - makes a
difference and can sway

5322709139148my decision
26%26%33%39%29%29%

1254612614286300NET Important
60%55%59%62%59%59%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

695119-----161319This is a negative to me
4%3%6%2%4%-%-%-%-%-%3%4%4%4%

This is not important to
me - don't mind if not

23326754*---16163861offered
14%12%7%31%11%100%-%-%-%22%36%12%11%12%

abiabi

This is mandatory to me
5977168144---2255193152- a must have
37%28%21%38%29%-%-%-%100%71%27%36%27%30%

aba

This is a ‘nice to have’
, but I can live without

3272254125--*--32897128it being offered
19%26%33%17%26%-%-%100%-%-%20%20%28%25%

ccb

This is a 'great to
have' - makes a
difference and can sway

4381253146----*240106148my decision
26%30%33%12%30%-%-%-%-%7%14%28%31%29%

cjjcj

1021584111290---22791199300NET Important
63%58%53%50%59%-%-%-%100%78%41%65%57%59%

cc
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

--*--114147191581319This is a negative to me
-%-%4%-%-%3%4%4%5%4%4%3%4%4%

This is not important to
me - don't mind if not

****134242146147364061offered
100%3%6%3%9%15%12%11%9%12%12%12%11%12%

This is mandatory to me
--*63610912254152124107112152- a must have
-%-%19%67%38%28%30%32%34%30%31%35%32%30%

This is a ‘nice to have’
, but I can live without

-2**248810335128966388128it being offered
-%46%3%5%26%18%24%27%22%25%24%21%25%25%

b

This is a 'great to
have' - makes a
difference and can sway

-212271101014914812489101148my decision
-%51%68%25%26%35%30%26%31%29%31%29%29%29%

-219513218222103300249196213300NET Important
-%51%87%92%65%63%60%58%64%59%61%65%60%59%

f
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

-*293-----*-1919This is a negative to me
-%*%2%9%3%-%-%-%-%-%1%-%4%4%

cd

This is not important to
me - don't mind if not

-1215614*-*--225761offered
-%16%13%6%13%44%-%44%-%-%33%30%12%12%

bbb

This is mandatory to me
132303032----236142152- a must have

14%41%26%29%30%-%-%-%-%50%53%68%29%30%

bc

This is a ‘nice to have’
, but I can live without

113372123*-*--**128128it being offered
28%17%32%21%22%56%-%56%-%-%2%1%26%25%

bd

This is a 'great to
have' - makes a
difference and can sway

220323733----21*146148my decision
58%26%28%36%31%-%-%-%-%50%11%2%30%29%

352636765----436288300NET Important
72%66%54%65%62%-%-%-%-%100%64%69%58%59%

c
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

1146133214*274619This is a negative to me
8%3%7%3%2%8%4%7%3%5%4%3%4%

c

This is not important to
me - don't mind if not

443154617143*1615151361offered
24%11%16%11%11%3%13%15%24%11%13%7%12%

abca

This is mandatory to me
41212712647798-23403454152- a must have

24%31%28%30%31%31%30%-%34%29%30%29%30%

This is a ‘nice to have’
, but I can live without

195221064058319362855128it being offered
9%24%24%26%26%24%25%55%13%26%24%30%25%

ddd

This is a 'great to
have' - makes a
difference and can sway

51192412446892*18403357148my decision
35%30%26%30%30%35%28%23%27%29%29%31%29%

9240512499415189*428068111300NET Important
59%61%54%60%61%66%57%23%61%58%59%60%59%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 78  (continuation)                                                                                                                                                   Page 1511

Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

-2122128*89119This is a negative to me
-%3%4%2%9%2%2%7%10%2%4%

aa

This is not important to
me - don't mind if not

-72923174431211961offered
-%11%9%17%13%12%53%11%12%15%12%

b

This is mandatory to me
-17993834118*292415152- a must have
-%30%32%28%26%31%7%27%28%25%30%

This is a ‘nice to have’
, but I can live without

-14753526103*211716128it being offered
-%23%24%26%20%27%1%19%19%27%25%

This is a 'great to
have' - makes a
difference and can sway

-209538421062382718148my decision
-%33%31%28%32%28%36%36%31%31%29%

-3719475762243685233300NET Important
-%63%63%55%58%59%43%63%59%55%59%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-61111712-51013-26419This is a negative to me
-%3%4%3%2%4%-%5%3%4%-%3%2%3%4%

This is not important to
me - don't mind if not

-2633523536*153843-6272261offered
-%12%11%12%12%11%5%14%12%14%-%11%11%16%12%

This is mandatory to me
168991231041093299297-158944152- a must have

28%31%32%29%35%32%95%27%28%30%-%27%35%32%30%

c

This is a ‘nice to have’
, but I can live without

*52691076287-248884-125228128it being offered
7%23%22%25%21%26%-%23%26%26%-%23%21%21%25%

This is a 'great to
have' - makes a
difference and can sway

271991288596-3310481-197939148my decision
65%32%32%30%29%28%-%31%31%26%-%36%31%29%29%

2139198250189205362196178-3416882300NET Important
93%62%64%60%64%60%95%58%59%56%-%63%66%61%59%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

-2-161245871019This is a negative to me
-%14%-%5%3%4%7%7%3%3%3%4%

This is not important to
me - don't mind if not

*122253051137213761offered
5%9%24%16%11%9%10%14%14%10%13%12%

This is mandatory to me
4444721001219807479152- a must have

35%36%41%36%31%32%24%25%29%36%27%30%

ade

This is a ‘nice to have’
, but I can live without

4*1361751621734667128it being offered
38%*%8%28%26%24%32%28%27%23%23%25%

This is a 'great to
have' - makes a
difference and can sway

252268981419755698148my decision
22%41%27%16%29%31%27%26%27%27%34%29%

69661401982638155130178300NET Important
57%77%68%52%60%63%51%51%57%64%61%59%

ded

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 78  (continuation)                                                                                                                                                   Page 1514

Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

11519-61815191919181919This is a negative to me
3%5%6%2%-%4%4%5%4%4%4%4%4%4%

This is not important to
me - don't mind if not

4014*48-195045595354475461offered
12%12%2%12%-%13%11%14%12%12%11%11%11%12%

This is mandatory to me
97429112-46144101152138150134150152- a must have
28%37%48%29%-%32%31%31%31%30%31%32%31%30%

b

This is a ‘nice to have’
, but I can live without

92254102-3112383128119121108118128it being offered
26%22%21%26%-%22%26%25%26%26%25%25%25%25%

This is a 'great to
have' - makes a
difference and can sway

109284119-4013784137125143117139148my decision
31%25%23%31%-%28%29%26%28%27%29%28%29%29%

2067013231-86282185289263293251289300NET Important
59%62%71%59%-%60%60%56%58%58%60%59%60%59%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

41516*34132112*1319This is a negative to me
2%6%4%*%2%6%4%3%8%4%8%8%4%

b

This is not important to
me - don't mind if not

32293871711399169*2261offered
14%10%11%16%15%16%11%11%11%24%9%13%12%

b

This is mandatory to me
58941071231249630397-40152- a must have
25%34%30%31%28%36%27%37%27%19%-%24%30%

bb

This is a ‘nice to have’
, but I can live without

5969918281597152914141128it being offered
25%25%26%21%25%22%27%19%20%35%50%24%25%

b

This is a 'great to
have' - makes a
difference and can sway

806810313331311025507*52148my decision
34%25%29%32%30%20%31%30%34%18%33%31%29%

aca

139162210256437207558914*93300NET Important
59%59%59%63%57%56%58%67%61%36%33%55%59%

a
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

1*2-131214*419This is a negative to me
7%5%8%-%5%8%6%5%4%6%2%6%4%

This is not important to
me - don't mind if not

**41323236*461offered
1%9%15%10%12%5%15%5%9%10%2%8%12%

dac

This is mandatory to me
5165711614919114152- a must have

29%30%22%29%29%27%30%30%32%30%31%27%30%

This is a ‘nice to have’
, but I can live without

226649413416111128it being offered
11%49%20%41%20%22%19%27%15%25%18%21%25%

bd

This is a 'great to
have' - makes a
difference and can sway

8*1038156151219220148my decision
52%8%35%20%34%38%30%33%40%30%48%38%29%

a

132168142612292139335300NET Important
80%38%58%49%63%64%60%63%72%60%79%64%59%

ab
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

2-*4**21422219This is a negative to me
7%-%*%7%*%*%8%5%5%15%7%3%4%

j

This is not important to
me - don't mind if not

726627226*71361offered
23%4%12%11%4%17%9%8%9%4%21%18%12%

hdhk

This is mandatory to me
81217171810962021024152- a must have

27%26%37%28%35%25%31%28%28%15%29%33%30%

This is a ‘nice to have’
, but I can live without

101510201294817*816128it being offered
34%32%21%32%24%22%16%35%24%4%24%21%25%

This is a 'great to
have' - makes a
difference and can sway

21713141814106237618148my decision
8%37%29%22%36%36%37%25%33%61%19%24%29%

10283131362419124391642300NET Important
35%63%67%51%72%60%68%52%61%76%48%58%59%

i
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

247619This is a negative to me
2%3%6%5%4%

This is not important to
me - don't mind if not

1415112161offered
12%10%9%18%12%

b

This is mandatory to me
37453536152- a must have
31%30%29%30%30%

This is a ‘nice to have’
, but I can live without

34403024128it being offered
28%27%25%21%25%

This is a 'great to
have' - makes a
difference and can sway

32463931148my decision
27%31%32%26%29%

69917467300NET Important
58%60%61%57%59%
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Convenient options for me to drop the parcel off (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how
important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

-**10101-*12627This is a negative to me
-%1%*%8%6%3%-%1%4%5%5%

e

This is not important to
me - don't mind if not

53730344112110113offered
32%19%26%24%21%13%15%13%13%23%22%

be

This is mandatory to me
416242471248087- a must have

29%4%22%19%15%24%26%28%21%17%17%

aaa

This is a ‘nice to have’
, but I can live without

2104404810126142152it being offered
15%65%15%31%30%35%25%33%39%30%30%

eea

This is a 'great to
have' - makes a
difference and can sway

321124447224123130my decision
24%11%37%19%28%26%34%26%23%26%26%

b

8217476814347203217NET Important
53%15%58%37%43%50%60%53%45%42%43%

bba
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

1212342-52*42427This is a negative to me
3%8%5%5%9%4%-%6%6%1%5%5%7%5%

gg

This is not important to
me - don't mind if not

5739841317108516618113offered
30%30%13%22%10%27%36%12%23%59%19%17%31%22%

fikfikfkfikcfijkfik

This is mandatory to me
33575681014811241387- a must have

16%15%20%17%15%15%22%16%21%15%14%12%21%17%

This is a ‘nice to have’
, but I can live without

437138131414337*261220152it being offered
22%15%27%31%34%28%29%39%18%3%31%33%33%30%

llelmll

This is a 'great to
have' - makes a
difference and can sway

579109121372212225115130my decision
29%32%35%25%31%26%14%26%32%21%30%32%8%26%

aagagjaaaaaag

8111418418201736203371517217NET Important
45%47%55%41%46%41%36%42%53%36%45%44%29%43%

aagja
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

62142319**8*---27This is a negative to me
15%4%3%6%12%*%2%4%1%-%-%-%5%

abdegb

This is not important to
me - don't mind if not

14100387627111565*122113offered
33%21%30%20%17%32%8%31%16%1%16%53%22%

aahbdh

This is mandatory to me
48228592752306115187- a must have

11%18%22%15%16%15%19%16%18%16%20%27%17%

a

This is a ‘nice to have’
, but I can live without

31491913349865183241152it being offered
8%32%15%35%30%24%63%28%24%45%31%18%30%

bb

This is a 'great to
have' - makes a
difference and can sway

141163694411013814324*130my decision
34%25%29%24%25%30%8%21%42%38%32%1%26%

ehe

18198641536716367194391217NET Important
44%42%51%40%42%45%27%37%60%54%52%29%43%

aehe
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

153812627This is a negative to me
7%3%4%4%5%5%

This is not important to
me - don't mind if not

4518515109113offered
22%21%24%21%22%22%

This is mandatory to me
35163668087- a must have
17%18%17%27%17%17%

This is a ‘nice to have’
, but I can live without

6030614148152it being offered
29%35%29%17%31%30%

This is a 'great to
have' - makes a
difference and can sway

5319597123130my decision
26%22%27%32%25%26%

88349414203217NET Important
42%40%44%58%42%43%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

9125225-----271827This is a negative to me
6%5%7%11%5%-%-%-%-%-%14%5%5%5%

abi

This is not important to
me - don't mind if not

3665124109----*43277113offered
22%24%16%19%22%-%-%-%-%19%21%23%22%22%

This is mandatory to me
324015680--*--6265487- a must have
20%15%19%28%17%-%-%100%-%-%34%19%16%17%

aiabi

This is a ‘nice to have’
, but I can live without

3885297145*--22332114152it being offered
24%31%38%31%30%100%-%-%100%71%17%22%33%30%

ccbbc

This is a 'great to
have' - makes a
difference and can sway

4769153127----*24483130my decision
29%25%19%12%26%-%-%-%-%10%14%31%24%26%

jacj

79108309208--*-*870138217NET Important
49%40%39%40%43%-%-%100%-%10%48%50%40%43%

ba
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

---*-1211772722181327This is a negative to me
-%-%-%5%-%3%6%4%4%5%5%6%4%5%

This is not important to
me - don't mind if not

--**15829126113886180113offered
-%-%6%2%14%24%23%24%17%22%22%20%23%22%

e

This is mandatory to me
-2*3235868268768545787- a must have
-%46%7%28%29%15%16%18%17%17%17%18%16%17%

This is a ‘nice to have’
, but I can live without

*--2*81121175515212396108152it being offered
100%-%-%22%5%38%31%31%34%30%30%32%30%30%

This is a 'great to
have' - makes a
difference and can sway

-214448990451301057495130my decision
-%54%87%42%53%20%25%24%28%26%26%24%27%26%

-4177814715872217173128152217NET Important
-%100%94%71%82%35%41%41%45%43%43%42%43%43%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

-4657-----2-2527This is a negative to me
-%5%5%5%6%-%-%-%-%-%34%-%5%5%

This is not important to
me - don't mind if not

-18262024-----12110113offered
-%23%22%20%23%-%-%-%-%-%18%26%22%22%

This is mandatory to me
-18151717*-*--2*8487- a must have
-%23%13%17%16%56%-%56%-%-%35%1%17%17%

c

This is a ‘nice to have’
, but I can live without

322362933*-*-2*4146152it being offered
78%28%31%28%31%30%-%30%-%50%2%49%30%30%

This is a 'great to
have' - makes a
difference and can sway

116333124*-*-212126130my decision
22%21%28%30%23%13%-%13%-%50%11%24%26%26%

134484841*-*-232210217NET Important
22%44%41%47%39%70%-%70%-%50%46%25%43%43%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

1221275220-6571027This is a negative to me
4%6%1%6%3%8%6%-%8%4%6%5%5%

b

This is not important to
me - don't mind if not

484179627878*14263239113offered
26%22%18%23%17%36%24%15%20%19%28%21%22%

c

This is mandatory to me
364266123261*1428192587- a must have

23%16%27%15%15%10%19%24%21%20%17%14%17%

a

This is a ‘nice to have’
, but I can live without

11222213151593*18422765152it being offered
10%31%23%31%33%23%28%32%27%30%23%35%30%

b

This is a 'great to
have' - makes a
difference and can sway

61002910147577*16373046130my decision
38%25%31%24%31%23%23%29%24%27%26%25%26%

a

916455162718138131654971217NET Important
61%42%58%39%46%33%42%52%45%47%43%39%43%

a
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

-2134*27-3-327This is a negative to me
-%3%4%3%*%7%-%3%-%6%5%

bb

This is not important to
me - don't mind if not

-1065302391*191412113offered
-%17%21%22%17%24%2%18%16%20%22%

This is mandatory to me
-84920305711922587- a must have
-%13%16%15%23%15%9%17%25%9%17%

aa

This is a ‘nice to have’
, but I can live without

-209742301221312617152it being offered
-%34%31%31%23%32%13%28%30%28%30%

b

This is a 'great to
have' - makes a
difference and can sway

-19864048825362523130my decision
-%32%28%30%37%22%76%33%29%38%26%

a

-2713561781396544728217NET Important
-%46%44%45%60%37%86%51%54%47%43%

a
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-1315271813-42212-216527This is a negative to me
-%6%5%6%6%4%-%4%7%4%-%3%6%3%5%

a

This is not important to
me - don't mind if not

153651015875-207669-94732113offered
44%24%21%24%20%22%-%19%23%22%-%17%19%24%22%

This is mandatory to me
*32536551552195356-7422587- a must have
8%14%17%16%17%16%64%18%16%18%-%13%16%19%17%

This is a ‘nice to have’
, but I can live without

*749012496106*3210192-188642152it being offered
7%33%29%30%32%31%13%30%31%29%-%34%34%31%30%

This is a 'great to
have' - makes a
difference and can sway

1528910272911318091-176232130my decision
42%23%29%24%24%27%23%29%24%29%-%32%25%24%26%

184142167123146250133147-2510457217NET Important
50%38%46%40%42%43%87%47%40%46%-%45%41%42%43%

b
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

2*-11617-210111627This is a negative to me
17%4%-%10%7%5%-%2%4%5%6%5%

ee

This is not important to
me - don't mind if not

***159661018614660113offered
5%2%3%10%25%21%19%24%22%22%21%22%

This is mandatory to me
*24634496853314587- a must have
2%14%41%49%15%16%12%11%19%15%15%17%

d

This is a ‘nice to have’
, but I can live without

562376972528757585152it being offered
45%47%22%26%33%31%49%37%27%37%29%30%

abccac

This is a 'great to
have' - makes a
difference and can sway

343147861019744285130my decision
30%34%34%5%20%27%20%25%27%20%29%26%

bbb

367681136162712773130217NET Important
32%47%75%54%35%43%32%36%47%36%45%43%

bbebe
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

1710225-82515272427232727This is a negative to me
5%9%8%6%-%6%5%5%5%5%6%5%6%5%

This is not important to
me - don't mind if not

7727787-29109711139911190111113offered
22%24%39%22%-%21%23%22%23%22%23%21%23%22%

This is mandatory to me
6214*68-237464848379677987- a must have
18%12%1%17%-%16%16%20%17%18%16%16%16%17%

This is a ‘nice to have’
, but I can live without

113325118-4114598148136144135139152it being offered
32%28%27%30%-%29%31%30%30%30%29%32%29%30%

This is a 'great to
have' - makes a
difference and can sway

8131593-4112079123112127108125130my decision
23%27%24%24%-%29%25%24%25%25%26%25%26%26%

142455160-63193143207195206175204217NET Important
41%39%26%41%-%45%41%44%42%43%42%41%42%43%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

1611202542043--327This is a negative to me
7%4%6%5%5%5%6%4%2%-%-%2%5%

This is not important to
me - don't mind if not

46687710272079132310*30113offered
20%25%22%25%24%30%22%15%16%25%9%18%22%

a

This is mandatory to me
384865415135617251013187- a must have
16%17%18%9%14%19%16%20%17%25%38%18%17%

This is a ‘nice to have’
, but I can live without

6587108123018111234010*46152it being offered
28%32%31%31%27%27%31%29%28%25%26%27%30%

This is a 'great to
have' - makes a
difference and can sway

69618512341290265410*58130my decision
30%22%24%30%30%19%25%31%37%25%27%35%26%

ac

108109149154925146427920189217NET Important
46%40%42%39%44%38%41%52%54%51%65%53%43%

bc
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

2**212*4*5-227This is a negative to me
13%1%1%15%5%6%2%9%*%7%-%4%5%

bbd

This is not important to
me - don't mind if not

7192614714820117113offered
42%33%31%15%26%34%33%31%28%31%29%32%22%

aa

This is mandatory to me
**632617411*687- a must have
3%2%21%16%7%13%7%15%14%17%7%11%17%

d

This is a ‘nice to have’
, but I can live without

22557748613*12152it being offered
12%52%17%33%30%18%21%18%20%21%6%22%30%

bd

This is a 'great to
have' - makes a
difference and can sway

51837127131116216130my decision
31%12%29%21%33%29%37%27%39%24%57%31%26%

c

511469179201526222217NET Important
34%14%50%37%40%42%44%43%53%41%64%42%43%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

*423-431522227This is a negative to me
*%9%4%4%-%10%9%6%7%15%5%3%5%

hahh

This is not important to
me - don't mind if not

71051011156620*813113offered
25%23%12%17%22%39%23%24%29%4%23%18%22%

aijaj

This is mandatory to me
15797616311241587- a must have
52%15%19%12%12%4%23%12%16%15%13%20%17%

gggg

This is a ‘nice to have’
, but I can live without

212192416106815*732152it being offered
8%27%41%40%31%26%20%36%22%4%22%44%30%

dfdfdfg

This is a 'great to
have' - makes a
difference and can sway

4111116189751871311130my decision
15%25%24%27%35%22%25%23%26%61%37%15%26%

aa

1918202424101382991726217NET Important
67%40%43%39%47%26%48%34%42%76%50%36%43%

gggg
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

679627This is a negative to me
5%4%7%5%5%

This is not important to
me - don't mind if not

23373221113offered
19%24%27%18%22%

This is mandatory to me
3115202187- a must have
26%10%17%18%17%

bc

This is a ‘nice to have’
, but I can live without

33502940152it being offered
28%33%24%33%30%

This is a 'great to
have' - makes a
difference and can sway

26433031130my decision
22%28%25%26%26%

57575052217NET Important
48%38%42%44%43%
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Convenient options for the operator pick the parcel up from me (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell
us how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---22----55This is a negative to me
-%-%-%1%2%-%-%-%-%1%1%

This is not important to
me - don't mind if not

11211133*124952offered
4%5%8%8%8%10%8%9%10%10%10%

This is mandatory to me
321039418224133141- a must have

18%13%36%31%26%28%42%25%24%28%28%

b

This is a ‘nice to have’
, but I can live without

7116464810136155164it being offered
51%74%20%36%30%35%18%37%39%32%32%

acddd

This is a 'great to
have' - makes a
difference and can sway

411030558224139147my decision
27%8%36%23%34%28%32%28%26%29%29%

7321699616448272288NET Important
45%21%72%54%60%55%74%54%51%57%57%

eabce
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

*1-4-1-1--2--5This is a negative to me
2%3%-%1%-%2%-%1%-%-%3%-%-%1%

This is not important to
me - don't mind if not

2224553661-17*752offered
13%8%9%10%12%7%13%7%3%-%21%*%11%10%

efhjkl

This is mandatory to me
3610121101718248217717141- a must have

16%27%40%27%25%36%39%28%23%22%21%20%29%28%

cjmmcm

This is a ‘nice to have’
, but I can live without

76714516141329174171520164it being offered
36%27%28%33%41%30%26%34%46%47%20%42%33%32%

cccccl

This is a 'great to
have' - makes a
difference and can sway

6861289131025103291316147my decision
33%35%23%29%22%26%22%29%28%31%35%38%26%29%

9141624919302949195462033288NET Important
49%62%63%56%48%61%60%58%51%53%56%58%55%57%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

14143--1--1-5This is a negative to me
3%1%1%1%2%-%-%*%-%-%1%-%1%

This is not important to
me - don't mind if not

64615372063182-4-52offered
14%10%12%10%12%17%27%10%7%-%5%-%10%

bb

This is mandatory to me
111294398496*5081261141- a must have
28%28%34%26%30%18%2%28%23%16%34%29%28%

a

This is a ‘nice to have’
, but I can live without

915636128421576194241164it being offered
21%33%29%33%26%43%66%34%28%50%32%42%32%

bh

This is a 'great to
have' - makes a
difference and can sway

1413330117498*52142211147my decision
34%28%24%31%30%23%5%29%42%34%28%29%29%

262637321597141103214472288NET Important
62%56%58%56%60%41%7%56%65%50%62%58%57%

ggg
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

1*4-55This is a negative to me
1%*%2%-%1%1%

This is not important to
me - don't mind if not

14927*5152offered
7%10%13%2%11%10%

c

This is mandatory to me
72264210131141- a must have
35%31%20%42%27%28%

aa

This is a ‘nice to have’
, but I can live without

6626737158164it being offered
32%31%34%30%32%32%

This is a 'great to
have' - makes a
difference and can sway

5523686141147my decision
27%27%32%27%29%29%

1274911016272288NET Important
61%59%51%69%56%57%

a
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

122-5------145This is a negative to me
1%1%3%-%1%-%-%-%-%-%-%1%1%1%

This is not important to
me - don't mind if not

132712150*----1123852offered
8%10%15%5%10%100%-%-%-%-%6%9%11%10%

This is mandatory to me
5672137134---2-54985141- a must have
34%27%17%31%28%-%-%-%100%-%29%35%24%28%

abai

This is a ‘nice to have’
, but I can live without

3993329155--*-2730125164it being offered
24%34%42%41%32%-%-%100%-%90%38%22%36%32%

ccbbbb

This is a 'great to
have' - makes a
difference and can sway

5376185142----*54894147my decision
33%28%24%22%29%-%-%-%-%10%27%34%27%29%

1091493112276---2*1097179288NET Important
67%55%40%53%57%-%-%-%100%10%56%69%52%57%

abaaij
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------44154335This is a negative to me
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

*-**223638125240273452offered
100%-%6%1%23%7%10%10%8%10%10%9%10%10%

This is mandatory to me
--*51895115581411108897141- a must have
-%-%22%51%16%36%26%30%36%28%27%29%27%28%

abcd

This is a ‘nice to have’
, but I can live without

-2*3281211295016413599117164it being offered
-%46%4%27%28%36%33%34%31%32%33%33%33%32%

This is a 'great to
have' - makes a
difference and can sway

-21234106963914711887103147my decision
-%54%68%20%33%20%29%25%24%29%29%29%29%29%

-21741220121097288227175200288NET Important
-%54%90%71%49%57%56%55%60%57%56%58%57%57%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--121-------55This is a negative to me
-%-%1%2%1%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

-691312*-*---15152offered
-%7%8%13%11%44%-%44%-%-%-%11%10%10%

This is mandatory to me
124353020----*35132141- a must have

14%31%30%30%19%-%-%-%-%1%54%66%27%28%

aa

This is a ‘nice to have’
, but I can live without

224382744*-*-222159164it being offered
50%31%33%26%42%56%-%56%-%50%34%22%32%32%

b

This is a 'great to
have' - makes a
difference and can sway

124343128----21*145147my decision
36%31%29%30%27%-%-%-%-%49%12%1%29%29%

248686148----246277288NET Important
50%62%58%59%46%-%-%-%-%50%66%67%56%57%

aaa
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-4142-3--2215This is a negative to me
-%1%1%1%1%-%1%-%-%2%1%1%1%

This is not important to
me - don't mind if not

23854717530-5792952offered
14%10%5%11%11%21%9%-%7%5%7%16%10%

abcd

This is mandatory to me
410639102373100*24532836141- a must have

26%27%41%25%24%14%30%8%35%39%24%19%28%

abaab

This is a ‘nice to have’
, but I can live without

513025139477110118423569164it being offered
36%33%27%33%30%29%33%63%26%30%30%37%32%

d

This is a 'great to
have' - makes a
difference and can sway

41142412452886*22334249147my decision
24%29%25%30%33%36%26%29%32%24%37%27%29%

aac

7220632268911186146877085288NET Important
50%56%67%54%58%50%56%37%67%63%61%46%57%

aaaa
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--3-14-11-5This is a negative to me
-%-%1%-%1%1%-%1%1%-%1%

This is not important to
me - don't mind if not

-5329745*34152offered
-%9%10%7%5%12%3%3%4%2%10%

b

This is mandatory to me
-15824445961373219141- a must have
-%25%27%33%35%25%11%34%37%32%28%

a

This is a ‘nice to have’
, but I can live without

-199842351291292118164it being offered
-%32%32%31%27%34%13%27%24%30%32%

This is a 'great to
have' - makes a
difference and can sway

-209540431045383022147my decision
-%34%31%29%33%28%73%35%34%37%29%

-3517784882005746241288NET Important
-%59%57%62%67%53%84%69%71%68%57%

a
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-32433-142--315This is a negative to me
-%1%1%1%1%1%-%1%1%1%-%-%1%1%1%

This is not important to
me - don't mind if not

-2230472532*114021-225852offered
-%10%10%11%8%9%5%11%12%6%-%4%10%6%10%

a

This is mandatory to me
15690108869423983100-147342141- a must have

30%25%29%26%29%28%67%37%25%31%-%27%29%31%28%

bb

This is a ‘nice to have’
, but I can live without

17010113398112*25107102-148048164it being offered
48%31%32%32%33%33%9%23%32%32%-%26%31%35%32%

cc

This is a 'great to
have' - makes a
difference and can sway

1738812783100*309994-237338147my decision
22%33%28%30%28%29%18%28%30%29%-%43%29%28%29%

ab

1129178235169194269182194-3714679288NET Important
52%58%57%56%57%57%86%65%55%61%-%69%58%58%57%

bb
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

----44-11235This is a negative to me
-%-%-%-%2%1%-%1%*%1%1%1%

This is not important to
me - don't mind if not

-3-227285618262952offered
-%23%-%14%11%9%10%8%6%13%10%10%

c

This is mandatory to me
242261831827885471141- a must have

23%34%28%17%26%26%36%37%32%27%24%28%

aaba

This is a ‘nice to have’
, but I can live without

5226741061722886295164it being offered
48%21%22%53%32%34%34%29%32%30%33%32%

This is a 'great to
have' - makes a
difference and can sway

335267941118796193147my decision
30%23%51%15%29%30%20%24%29%30%32%29%

e

57741271772946167115164288NET Important
52%56%78%33%55%56%56%61%61%56%56%57%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

4113-154555555This is a negative to me
1%1%6%1%-%1%1%1%1%1%1%1%1%1%

This is not important to
me - don't mind if not

436142-174831503949354952offered
12%5%3%11%-%12%10%9%10%9%10%8%10%10%

a

This is mandatory to me
843810101-46132102140131136124135141- a must have
24%33%55%26%-%32%28%31%28%29%28%29%28%28%

b

This is a ‘nice to have’
, but I can live without

119333130-4015594164147156133154164it being offered
34%29%18%33%-%28%33%29%33%32%32%32%32%32%

This is a 'great to
have' - makes a
difference and can sway

99374114-3913297136132141125137147my decision
28%33%19%29%-%27%28%30%28%29%29%30%29%29%

1837514215-84264199276263277249272288NET Important
53%66%74%55%-%59%56%61%56%58%57%59%57%57%

b
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

234-1-5-1--15This is a negative to me
1%1%1%-%1%-%1%-%1%-%-%1%1%

This is not important to
me - don't mind if not

25274525935671-852offered
11%10%13%4%4%14%10%7%5%2%-%5%10%

a

This is mandatory to me
5289853481888315110*57141- a must have
22%32%24%9%43%27%25%38%35%25%19%34%28%

bbbcb

This is a ‘nice to have’
, but I can live without

8679116232523118233715148164it being offered
37%29%33%57%23%35%33%28%26%38%58%29%32%

aaac

This is a 'great to
have' - makes a
difference and can sway

6978103123316110224913*54147my decision
30%28%29%30%29%24%31%26%34%34%22%32%29%

12116718815803419853101231111288NET Important
52%61%53%39%72%51%56%65%69%60%42%66%57%

bbc
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

*-11-1-2-2-15This is a negative to me
2%-%4%7%-%3%-%5%-%4%-%3%1%

This is not important to
me - don't mind if not

-141343447*652offered
-%30%14%8%13%10%15%9%13%10%11%10%10%

d

This is mandatory to me
31543849817*10141- a must have

17%33%17%23%13%21%19%20%26%26%6%19%28%

This is a ‘nice to have’
, but I can live without

7175814617818117164it being offered
42%28%24%31%35%35%28%35%26%28%34%31%32%

This is a 'great to
have' - makes a
difference and can sway

6*1159138141021220147my decision
40%8%41%30%39%32%38%30%35%32%49%37%29%

92168122112241837230288NET Important
56%41%58%54%52%52%58%50%61%58%55%56%57%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 80  (continuation)                                                                                                                                                   Page 1549

Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-1----112---5This is a negative to me
-%1%-%-%-%-%4%5%3%-%-%-%1%

a

This is not important to
me - don't mind if not

15662624724852offered
3%11%14%9%4%15%9%17%10%15%12%10%10%

This is mandatory to me
11915191310107173721141- a must have
39%19%32%31%26%26%34%28%24%30%21%29%28%

This is a ‘nice to have’
, but I can live without

1212122324149719*1022164it being offered
41%27%27%38%47%34%31%28%28%4%30%30%32%

adj

This is a 'great to
have' - makes a
difference and can sway

51912131210652461323147my decision
17%41%27%22%23%24%22%23%35%51%38%31%29%

16272732252016124192044288NET Important
56%61%59%53%49%50%56%51%59%81%59%60%57%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

1-5-5This is a negative to me
1%-%4%-%1%

ac

This is not important to
me - don't mind if not

1214131352offered
10%9%11%11%10%

This is mandatory to me
35423332141- a must have
29%28%27%27%28%

This is a ‘nice to have’
, but I can live without

37613532164it being offered
31%40%29%27%32%

ab

This is a 'great to
have' - makes a
difference and can sway

36353641147my decision
30%23%30%35%29%

c

70776873288NET Important
59%51%57%61%57%
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Convenient options for the recipient to accept the delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us
how important it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

**-631--11213This is a negative to me
3%*%-%4%2%2%-%-%4%3%2%

This is not important to
me - don't mind if not

144232441127478offered
7%28%14%18%15%15%21%14%13%15%15%

This is mandatory to me
651437387124156164- a must have

44%31%47%29%24%26%28%22%27%33%32%

aab

This is a ‘nice to have’
, but I can live without

25447438134129137it being offered
12%31%13%37%27%27%17%36%27%27%27%

ceed

This is a 'great to
have' - makes a
difference and can sway

52715518225110118my decision
35%10%25%12%32%30%34%27%30%23%23%

bbba

11621529016349266282NET Important
79%41%73%41%56%56%62%49%56%55%55%

abbb
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

*1-111--5-*3-213This is a negative to me
2%7%-%2%2%-%-%6%-%1%4%-%3%2%

kk

This is not important to
me - don't mind if not

2346944410341082278offered
13%14%15%16%10%9%8%12%7%40%12%24%37%15%

cefghij

klm

This is mandatory to me
57914311262120191201115164- a must have

28%30%34%32%27%53%44%23%51%12%25%32%25%32%

cfacfijklmacfijlm

This is a ‘nice to have’
, but I can live without

3461231411152362291014137it being offered
18%20%24%28%37%22%31%27%16%23%35%28%23%27%

elmelm

This is a 'great to
have' - makes a
difference and can sway

77797988281022067118my decision
39%30%27%22%24%17%17%33%26%23%24%17%12%23%

acghjaaaj

12131624120342947283401722282NET Important
67%60%61%54%51%70%61%56%77%35%49%48%37%55%

acjaaaacjaaacfij
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

*133107221*-*-13This is a negative to me
*%3%2%3%4%5%18%1%1%-%*%-%2%

bebe

This is not important to
me - don't mind if not

1266186026113256*8-78offered
30%14%15%16%16%31%25%14%20%5%10%-%15%

abeh

This is mandatory to me
1215250114427268104302164- a must have
28%33%40%30%26%21%23%37%29%49%39%61%32%

ahh

This is a ‘nice to have’
, but I can live without

61312411345121487219*137it being offered
14%28%19%29%28%36%14%26%23%27%25%11%27%

bb

This is a 'great to
have' - makes a
difference and can sway

11107308842324191191118my decision
28%23%24%23%26%8%20%22%27%19%25%29%23%

ggg

232598020284104109185493282NET Important
56%55%64%53%52%29%43%60%57%68%64%89%55%

aggggh
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

517-1313This is a negative to me
2%1%3%-%3%2%

This is not important to
me - don't mind if not

301533*7878offered
15%17%15%2%16%15%

This is mandatory to me
76216511152164- a must have
37%25%30%49%31%32%

b

This is a ‘nice to have’
, but I can live without

5130552135137it being offered
25%36%26%7%28%27%

ac

This is a 'great to
have' - makes a
difference and can sway

45175410108118my decision
22%20%25%42%22%23%

1223811821261282NET Important
58%45%55%91%54%55%

b
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

282*13-----*21013This is a negative to me
1%3%3%*%3%-%-%-%-%-%*%2%3%2%

This is not important to
me - don't mind if not

273813375*---*3245178offered
17%14%18%16%15%100%-%-%-%4%19%17%15%15%

This is mandatory to me
6188158155----2752103164- a must have
37%32%20%38%32%-%-%-%-%71%38%37%30%32%

aa

This is a ‘nice to have’
, but I can live without

3775257130--*2-530100137it being offered
23%28%33%33%27%-%-%100%100%-%30%21%29%27%

b

This is a 'great to
have' - makes a
difference and can sway

3662203115----123383118my decision
22%23%26%13%24%-%-%-%-%25%12%23%24%23%

961503611271----3985186282NET Important
59%56%47%51%56%-%-%-%-%96%51%60%54%55%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------108313106913This is a negative to me
-%-%-%-%-%-%3%2%2%2%2%2%3%2%

This is not important to
me - don't mind if not

***4*35558207863525478offered
100%3%19%40%3%16%15%15%12%15%15%17%15%15%

This is mandatory to me
-2*3381121264816412889111164- a must have
-%46%4%33%38%37%31%33%30%32%31%29%31%32%

This is a ‘nice to have’
, but I can live without

--*2*71101095413711995103137it being offered
-%-%3%25%2%33%30%28%34%27%29%31%29%27%

d

This is a 'great to
have' - makes a
difference and can sway

-21*53768136118876177118my decision
-%51%75%2%57%14%21%21%22%23%21%20%22%23%

-31381118820783282214150188282NET Important
-%97%78%35%95%51%52%54%52%55%53%50%53%55%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

-*424-----*-1313This is a negative to me
-%*%4%2%3%-%-%-%-%-%1%-%3%2%

dd

This is not important to
me - don't mind if not

-16211016*-*--137478offered
-%20%18%10%15%30%-%30%-%-%19%34%15%15%

b

This is mandatory to me
*19423532*-*-224156164- a must have
1%25%36%34%30%13%-%13%-%51%36%46%32%32%

d

This is a ‘nice to have’
, but I can live without

327322730*-*--21134137it being offered
86%35%28%26%29%56%-%56%-%-%33%13%27%27%

This is a 'great to
have' - makes a
difference and can sway

*16182924----211115118my decision
13%20%15%28%22%-%-%-%-%49%11%6%23%23%

c

135606455*-*-434271282NET Important
14%45%51%62%53%13%-%13%-%100%47%52%55%55%

d
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

*10*123-10**72413This is a negative to me
1%3%*%3%2%-%3%19%*%5%2%2%2%

d

This is not important to
me - don't mind if not

261146426546-1119163178offered
13%15%15%15%17%23%14%-%16%14%14%17%15%

This is mandatory to me
512340124514109*25563349164- a must have

34%31%42%30%33%19%33%8%37%41%29%27%32%

aab

This is a ‘nice to have’
, but I can live without

41151512238891115382559137it being offered
28%29%16%29%25%34%27%48%22%28%21%32%27%

bb

This is a 'great to
have' - makes a
difference and can sway

383259337574*18183942118my decision
23%21%27%22%24%24%23%25%26%13%34%23%23%

cacc

9206652178710183143747391282NET Important
58%53%69%52%57%43%55%34%62%54%63%49%55%

aaa
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

-*93*12-1-113This is a negative to me
-%*%3%2%*%3%-%1%-%2%2%

b

This is not important to
me - don't mind if not

-84816195921216278offered
-%14%15%12%15%16%38%11%19%3%15%

a

This is mandatory to me
-229153521122423623164- a must have
-%37%29%39%40%30%25%39%41%38%32%

ba

This is a ‘nice to have’
, but I can live without

-20913725111*331922137it being offered
-%33%29%27%19%29%6%30%22%36%27%

bb

This is a 'great to
have' - makes a
difference and can sway

-9722734842201712118my decision
-%16%23%20%26%22%31%19%19%21%23%

-3116380861964625235282NET Important
-%52%52%59%65%52%56%58%60%59%55%

a
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-581269-2115-*6313This is a negative to me
-%2%3%3%2%3%-%2%3%2%-%1%2%2%2%

This is not important to
me - don't mind if not

-4743695153-156331-8431978offered
-%21%14%16%17%16%-%14%19%10%-%15%17%14%15%

aa

This is mandatory to me
1521011318610523984125-177044164- a must have

33%23%33%31%29%31%72%37%25%39%-%31%28%32%32%

bbb

This is a ‘nice to have’
, but I can live without

1688811593100*299580-198242137it being offered
60%30%28%28%32%29%9%27%29%25%-%35%33%31%27%

This is a 'great to
have' - makes a
difference and can sway

*5270925874*217978-105128118my decision
6%23%23%22%20%22%18%19%24%24%-%19%20%21%23%

1104171223144179260163203-2712172282NET Important
40%47%55%53%49%53%91%56%49%64%-%49%48%53%55%

bb
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

---2610**541013This is a negative to me
-%-%-%19%3%3%*%*%2%2%3%2%

This is not important to
me - don't mind if not

-3-*404311819314878offered
-%27%-%2%17%14%20%11%7%15%16%15%

ccc

This is mandatory to me
4324569412311145375164- a must have

38%28%23%36%24%30%24%42%42%26%26%32%

abeabe

This is a ‘nice to have’
, but I can live without

442376922021726284137it being offered
35%36%25%27%33%29%39%29%26%30%29%27%

c

This is a 'great to
have' - makes a
difference and can sway

31525476914635474118my decision
27%9%52%16%23%24%17%19%23%26%26%23%

74761101702145177107150282NET Important
65%36%75%52%47%54%40%60%65%52%51%55%

eabee

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 81  (continuation)                                                                                                                                                   Page 1562

Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

93111-212711111391313This is a negative to me
3%3%6%3%-%2%2%2%2%2%3%2%3%2%

This is not important to
me - don't mind if not

5320459-187242786171647178offered
15%18%20%15%-%13%15%13%16%13%15%15%15%15%

This is mandatory to me
111349122-46153120161152161134159164- a must have

32%30%50%31%-%32%32%37%33%34%33%32%33%32%

This is a ‘nice to have’
, but I can live without

98321113-4112990135125134121132137it being offered
28%28%7%29%-%28%27%28%27%28%28%29%28%27%

This is a 'great to
have' - makes a
difference and can sway

7824384-351076811110510895104118my decision
22%21%18%22%-%25%23%21%22%23%22%22%22%23%

1895913207-81259189272257269228264282NET Important
54%51%68%53%-%57%55%58%55%57%55%54%55%55%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

6710114812--213This is a negative to me
2%3%3%3%1%6%2%1%1%-%-%1%2%

This is not important to
me - don't mind if not

47315631986091111*1978offered
20%11%16%7%17%12%17%10%7%27%21%11%15%

ab

This is mandatory to me
62102109114017118275813*65164- a must have
26%37%31%29%36%25%33%33%39%35%33%39%32%

b

This is a ‘nice to have’
, but I can live without

66711001224229619398*44137it being offered
28%26%28%31%22%33%27%23%27%19%28%26%27%

This is a 'great to
have' - makes a
difference and can sway

5365791227157526377*39118my decision
23%23%22%31%24%23%21%32%26%19%18%23%23%

b

1151661882367321935495211104282NET Important
49%60%53%59%60%49%54%65%65%53%51%62%55%

bbc
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

--11111213-113This is a negative to me
-%-%5%8%5%4%6%5%4%4%-%3%2%

This is not important to
me - don't mind if not

4*433838311*1078offered
23%1%13%22%15%18%12%17%11%16%1%18%15%

This is mandatory to me
521033144141020117164- a must have

31%34%37%21%15%35%22%30%35%32%18%31%32%

dd

This is a ‘nice to have’
, but I can live without

4275810612716216137it being offered
25%50%25%32%34%24%28%27%25%25%64%29%27%

This is a 'great to
have' - makes a
difference and can sway

316378710715110118my decision
21%14%20%18%31%19%32%21%25%23%16%19%23%

82166102211241735127282NET Important
52%49%57%39%46%54%54%51%60%54%34%50%55%
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

22-***213--213This is a negative to me
6%5%-%1%1%1%7%5%4%-%-%3%2%

j

This is not important to
me - don't mind if not

510986105211-31178offered
16%22%19%13%12%25%18%8%15%-%8%15%15%

e

This is mandatory to me
131116212197102231217164- a must have
45%25%36%34%41%24%27%45%32%30%34%24%32%

aa

This is a ‘nice to have’
, but I can live without

49722171486192722137it being offered
14%19%16%36%33%36%28%24%28%19%22%30%27%

jjjj

This is a 'great to
have' - makes a
difference and can sway

51314976651561221118my decision
18%28%30%15%14%15%20%19%21%51%37%29%23%

h

18243030281513153792438282NET Important
63%54%66%50%55%39%47%64%53%81%70%53%55%

gg

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 81  (continuation)                                                                                                                                                   Page 1566

Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

416213This is a negative to me
4%1%5%2%2%

c

This is not important to
me - don't mind if not

2324171478offered
19%16%14%11%15%

This is mandatory to me
41514032164- a must have
34%34%33%27%32%

This is a ‘nice to have’
, but I can live without

20533332137it being offered
17%35%27%27%27%

dd

This is a 'great to
have' - makes a
difference and can sway

32222539118my decision
26%15%21%33%23%

cbc

72736572282NET Important
60%49%54%60%55%

c
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Insurance against damage or loss (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you
in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---23----99This is a negative to me
-%-%-%1%2%-%-%-%-%2%2%

e

This is not important to
me - don't mind if not

**74122*113436offered
3%1%26%3%8%8%3%9%8%7%7%

abe

This is mandatory to me
551248459126145154- a must have

33%31%41%38%28%33%30%33%34%30%30%

This is a ‘nice to have’
, but I can live without

78341448125151158it being offered
45%56%12%32%28%27%22%26%28%31%31%

acc

This is a 'great to
have' - makes a
difference and can sway

32632569225143152my decision
20%12%22%25%35%32%45%31%29%30%30%

ea

871880101194510288306NET Important
52%44%62%63%63%66%75%65%63%60%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

-1*72--1--3-19This is a negative to me
-%3%2%2%5%-%-%1%-%-%4%-%2%2%

This is not important to
me - don't mind if not

2113224552-72536offered
10%4%4%7%5%8%9%6%6%-%9%7%9%7%

This is mandatory to me
36101357142130122231215154- a must have

18%27%39%30%18%28%43%35%32%21%28%34%26%30%

immimim

This is a ‘nice to have’
, but I can live without

6661401916152215519722158it being offered
33%26%25%32%48%32%32%26%40%55%23%21%37%31%

cfjkl

This is a 'great to
have' - makes a
difference and can sway

798128101572782301316152my decision
39%39%30%29%25%31%15%31%22%24%37%39%27%30%

gggggg

10151826417292857204532531306NET Important
57%66%69%59%43%59%58%67%54%45%64%73%52%60%

iaiiii
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

26184--4*---9This is a negative to me
6%1%1%2%2%-%-%2%1%-%-%-%2%

a

This is not important to
me - don't mind if not

531927114-131*6-36offered
12%7%7%7%7%11%-%7%2%4%9%-%7%

This is mandatory to me
1513947107551035663211154- a must have
36%30%38%28%34%28%30%31%19%35%28%26%30%

ad

This is a ‘nice to have’
, but I can live without

4154311274111557112281158it being offered
10%33%25%33%25%32%48%31%33%28%37%36%31%

bbh

This is a 'great to
have' - makes a
difference and can sway

15137361165010251152201152my decision
35%29%29%30%31%29%22%28%46%33%27%38%30%

be

3027784223105205107215412306NET Important
72%59%67%58%65%57%52%59%64%68%54%64%60%

aa
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

4-3189This is a negative to me
2%-%1%4%2%2%

This is not important to
me - don't mind if not

1341923436offered
6%5%9%8%7%7%

This is mandatory to me
7225574150154- a must have
35%29%27%18%31%30%

a

This is a ‘nice to have’
, but I can live without

6128694154158it being offered
29%34%32%19%32%31%

This is a 'great to
have' - makes a
difference and can sway

57276612140152my decision
28%32%31%52%29%30%

1305212316290306NET Important
62%61%58%70%60%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

152*8-----*179This is a negative to me
1%2%3%2%2%-%-%-%-%-%3%1%2%2%

This is not important to
me - don't mind if not

6246-36------63036offered
4%9%8%-%7%-%-%-%-%-%-%4%9%7%

cbj

This is mandatory to me
6770189145--*2-75888154- a must have
41%26%23%41%30%-%-%100%100%-%40%41%25%30%

abaaai

This is a ‘nice to have’
, but I can live without

4295219149----2733116158it being offered
26%35%28%42%31%-%-%-%-%90%40%24%33%31%

cbbb

This is a 'great to
have' - makes a
difference and can sway

4776293149*---*343105152my decision
29%28%38%15%31%100%-%-%-%10%17%31%30%30%

jjj

1131464712294*-*2*10101193306NET Important
70%54%62%56%60%100%-%100%100%10%57%72%56%60%

baij
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

---*-*45295359This is a negative to me
-%-%-%5%-%2%1%1%1%2%1%1%1%2%

This is not important to
me - don't mind if not

-----*2424103624222136offered
-%-%-%-%-%1%7%6%6%7%6%7%6%7%

This is mandatory to me
-3*3371111305015412799112154- a must have
-%97%4%30%41%32%31%34%31%30%31%33%32%30%

This is a ‘nice to have’
, but I can live without

--*2*512011949158128101111158it being offered
-%-%19%23%4%25%33%31%31%31%32%33%31%31%

This is a 'great to
have' - makes a
difference and can sway

**14481041054815212278104152my decision
100%3%78%42%54%39%29%27%30%30%30%26%30%30%

*41781521523599306249177216306NET Important
100%100%81%72%96%72%59%61%62%60%61%58%61%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--14--------99This is a negative to me
-%-%1%4%-%-%-%-%-%-%-%-%2%2%

ad

This is not important to
me - don't mind if not

111157-------3636offered
29%1%9%5%6%-%-%-%-%-%-%-%7%7%

dd

This is mandatory to me
*36313129*-*-*35146154- a must have

13%46%27%30%27%70%-%70%-%1%53%66%30%30%

abc

This is a ‘nice to have’
, but I can live without

-19432837----223152158it being offered
-%25%37%28%35%-%-%-%-%50%36%33%31%31%

d

This is a 'great to
have' - makes a
difference and can sway

222313532*-*-21*149152my decision
58%28%26%34%31%30%-%30%-%49%11%2%30%30%

358626661*-*-236295306NET Important
71%74%53%64%58%100%-%100%-%50%64%67%60%60%

ac
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

*4*8--9--3249This is a negative to me
3%1%1%2%-%-%3%-%-%2%2%2%2%

c

This is not important to
me - don't mind if not

222152113320-14141736offered
11%6%16%5%8%13%6%-%2%3%12%9%7%

acdcd

This is mandatory to me
412331123482104*34453243154- a must have

27%32%33%30%31%9%32%30%50%33%27%23%30%

bbabca

This is a ‘nice to have’
, but I can live without

312529130425111-17513060158it being offered
19%32%30%31%27%21%34%-%24%37%26%32%31%

bd

This is a 'great to
have' - makes a
difference and can sway

611619133511386117353761152my decision
40%30%20%32%33%57%26%70%24%25%32%33%30%

bac

102395025699151902518069104306NET Important
67%61%54%62%64%66%58%100%74%58%60%56%60%

abc
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--5-27-22*9This is a negative to me
-%-%2%-%1%2%-%2%2%1%2%

This is not important to
me - don't mind if not

-4161119172812336offered
-%7%5%8%15%5%26%7%13%6%7%

a

This is mandatory to me
-1710342361181343019154- a must have
-%28%33%31%28%31%22%31%35%31%30%

This is a ‘nice to have’
, but I can live without

-218748381201402821158it being offered
-%35%28%35%29%32%16%37%32%35%31%

This is a 'great to
have' - makes a
difference and can sway

-1810035361162241616152my decision
-%31%32%26%27%31%36%22%18%28%30%

-3520376722344584635306NET Important
-%59%65%56%55%62%58%54%53%59%60%

a
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-23735-344--3-9This is a negative to me
-%1%1%2%1%1%-%3%1%1%-%-%1%-%2%

This is not important to
me - don't mind if not

11518212020-61521-4161236offered
44%7%6%5%7%6%-%6%4%7%-%7%6%9%7%

This is mandatory to me
17110212696108240102103-208748154- a must have

35%32%33%30%33%32%72%38%31%32%-%37%34%35%30%

This is a ‘nice to have’
, but I can live without

-599813499109130100106-107248158it being offered
-%27%31%32%34%32%28%28%30%33%-%18%28%36%31%

cc

This is a 'great to
have' - makes a
difference and can sway

176901307699-2711185-207527152my decision
22%34%29%31%26%29%-%25%34%27%-%37%30%20%30%

aaa

1148192257173207268214187-4016275306NET Important
56%66%62%61%59%61%72%63%64%59%-%75%64%55%60%

aba
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

-*--24223229This is a negative to me
-%4%-%-%1%1%3%2%1%1%1%2%

This is not important to
me - don't mind if not

*22-11122420111336offered
5%15%20%-%5%4%4%6%7%5%5%7%

This is mandatory to me
2455771021824876391154- a must have

23%30%51%42%33%32%35%33%32%31%31%30%

This is a ‘nice to have’
, but I can live without

322661962128946184158it being offered
28%20%21%53%26%31%41%37%34%30%29%31%

a

This is a 'great to
have' - makes a
difference and can sway

5411801019176968101152my decision
45%30%8%5%35%32%17%23%25%33%35%30%

cdecde

77551572032741156131192306NET Important
68%60%59%47%68%64%52%55%57%64%66%60%

ecde
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

63-8-394979599This is a negative to me
2%3%-%2%-%2%2%1%2%2%2%1%2%2%

This is not important to
me - don't mind if not

226-22-113227342934273436offered
6%5%-%6%-%8%7%8%7%6%7%6%7%7%

This is mandatory to me
974515114-41145102154141147132147154- a must have
28%39%83%29%-%29%31%31%31%31%30%31%31%30%

b

This is a ‘nice to have’
, but I can live without

116332128-48145106158145152135149158it being offered
33%29%13%33%-%34%31%32%32%32%31%32%31%31%

This is a 'great to
have' - makes a
difference and can sway

109271117-4014389141131145124141152my decision
31%24%4%30%-%28%30%27%28%29%30%29%29%30%

2067216232-81287191295273292256288306NET Important
59%63%87%59%-%57%61%58%59%60%60%61%60%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

628-*-712--29This is a negative to me
3%1%2%-%*%-%2%2%2%-%-%1%2%

This is not important to
me - don't mind if not

142221-155274166*1736offered
6%8%6%-%14%8%8%5%11%14%8%10%7%

bc

This is mandatory to me
668810212391810333469*50154- a must have
28%32%29%29%35%28%29%40%32%23%17%30%30%

b

This is a ‘nice to have’
, but I can live without

6692109163219117234315154158it being offered
28%33%31%41%29%28%33%28%29%40%42%32%31%

This is a 'great to
have' - makes a
difference and can sway

817111412242410221399*45152my decision
35%26%32%30%22%37%29%26%27%23%33%27%30%

aa

147159216236342205548518195306NET Important
63%58%61%59%57%64%58%66%59%46%50%56%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

1-*1-1*2-2-19This is a negative to me
6%-%1%7%-%3%1%4%-%4%-%2%2%

This is not important to
me - don't mind if not

113*141426*536offered
9%25%12%1%6%9%6%8%9%9%2%9%7%

a

This is mandatory to me
4*86511516822*15154- a must have

26%10%29%38%23%28%24%34%27%34%15%28%30%

This is a ‘nice to have’
, but I can live without

52547137111017115158it being offered
35%50%19%27%29%31%33%24%33%26%31%29%31%

This is a 'great to
have' - makes a
difference and can sway

411141012714918217152my decision
25%16%39%27%42%30%36%31%30%28%52%32%30%

811910152412301739233306NET Important
50%25%68%65%65%58%60%65%58%61%67%60%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

---1--1123--9This is a negative to me
-%-%-%2%-%-%3%5%3%30%-%-%2%

a

This is not important to
me - don't mind if not

428422*16-2436offered
15%4%17%7%4%6%1%5%9%-%5%6%7%

afh

This is mandatory to me
111481322148622-1323154- a must have
39%32%17%22%43%37%29%26%31%-%38%31%30%

ijjj

This is a ‘nice to have’
, but I can live without

815152113911719*930158it being offered
29%34%33%34%26%24%39%31%28%4%26%40%31%

dg

This is a 'great to
have' - makes a
difference and can sway

51415211413882071016152my decision
17%30%33%35%27%33%28%34%29%66%31%23%30%

16282335362716144272339306NET Important
57%62%51%57%70%70%56%60%60%66%69%53%60%

jj
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

-1439This is a negative to me
-%1%4%3%2%

d

This is not important to
me - don't mind if not

1498636offered
11%6%6%5%7%

This is mandatory to me
33503636154- a must have
28%33%30%30%30%

This is a ‘nice to have’
, but I can live without

39433739158it being offered
32%29%31%33%31%

This is a 'great to
have' - makes a
difference and can sway

34483634152my decision
28%32%30%29%30%

67987170306NET Important
56%65%59%59%60%
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Same price to send to anywhere within the UK (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important
it is to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

-----------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

**41571***3738offered
1%1%14%12%5%3%1%6%3%8%8%

eaebe

This is mandatory to me
81118715813338236249- a must have

55%74%62%56%36%46%53%40%47%49%49%

aaa

This is a ‘nice to have’
, but I can live without

332262971248895it being offered
23%22%6%20%18%24%20%31%22%18%19%

cca

This is a 'great to
have' - makes a
difference and can sway

3*516658125120128my decision
21%3%19%12%41%27%26%24%28%25%25%

bce

11112387123214512356376NET Important
76%77%81%68%77%73%79%64%75%74%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

--------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

121351239-374638offered
4%9%4%8%3%4%7%10%-%30%8%11%9%8%

e

This is mandatory to me
8101221912283035212441830249- a must have

43%44%45%50%31%58%62%41%57%25%54%52%50%49%

iifilmii

This is a ‘nice to have’
, but I can live without

5477815768821071595it being offered
30%19%27%18%39%14%13%10%20%20%12%20%25%19%

cfgjcfjcfghjlcf

This is a 'great to
have' - makes a
difference and can sway

4661111112933822169128my decision
23%28%24%25%27%24%18%39%23%25%26%17%15%25%

agjkm

12161833123403868294662439376NET Important
66%71%69%75%58%81%80%80%80%50%80%69%66%74%

iiiiii
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

-38930184-86-3-38offered
-%8%7%8%11%10%-%4%18%-%4%-%8%

bebe

This is mandatory to me
2522461188831739494362249- a must have
61%48%48%49%51%50%27%52%28%59%48%65%49%

addd

This is a ‘nice to have’
, but I can live without

49122722384346219195it being offered
9%19%18%19%14%22%35%19%17%26%25%26%19%

bh

This is a 'great to
have' - makes a
difference and can sway

12115349439644612117*128my decision
30%25%27%24%24%18%38%25%37%15%23%9%25%

3833994282122247140215532376NET Important
91%72%75%73%75%68%65%77%65%74%71%74%74%

a
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

------This is a negative to me
-%-%-%-%-%-%

This is not important to
me - don't mind if not

91316-3838offered
4%15%8%-%8%8%

ac

This is mandatory to me
120388911238249- a must have

58%45%41%45%49%49%

ab

This is a ‘nice to have’
, but I can live without

29184688795it being offered
14%22%22%33%18%19%

cc

This is a 'great to
have' - makes a
difference and can sway

5015635123128my decision
24%18%29%21%25%25%

b

1705315116361376NET Important
82%63%71%67%74%74%

ab
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

--------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

13169335-----3102538offered
8%6%12%13%7%-%-%-%-%-%17%7%7%8%

abi

This is mandatory to me
931391712236--*22880156249- a must have
57%52%22%57%48%-%-%100%100%71%49%57%45%49%

aaai

This is a ‘nice to have’
, but I can live without

225320293*---11207295it being offered
14%20%26%10%19%100%-%-%-%22%8%14%21%19%

cb

This is a 'great to
have' - makes a
difference and can sway

3562314123----*43093128my decision
21%23%40%20%25%-%-%-%-%7%25%21%27%25%

bc

1272024717359--*2213110249376NET Important
78%75%62%77%74%-%-%100%100%78%75%78%72%74%

aa
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

--------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

---22*2932143833292838offered
-%-%-%20%23%2%8%8%9%8%8%9%8%8%

This is mandatory to me
-3*721117219683249196153171249- a must have
-%97%4%75%21%51%48%51%52%49%48%50%48%49%

This is a ‘nice to have’
, but I can live without

****-37670289580547195it being offered
100%3%22%3%-%16%21%18%18%19%20%18%20%19%

This is a 'great to
have' - makes a
difference and can sway

--1*56858635128986884128my decision
-%-%75%2%56%30%24%22%22%25%24%22%24%25%

-317617258281118376293221255376NET Important
-%97%78%76%77%81%71%73%74%74%72%73%72%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

-410612*-*--123538offered
-%6%9%6%11%13%-%13%-%-%19%24%7%8%

This is mandatory to me
244624939*-*-246237249- a must have

42%57%53%48%37%56%-%56%-%50%70%66%48%49%

aa

This is a ‘nice to have’
, but I can live without

-15211925*-*-*-19495it being offered
-%19%18%18%24%30%-%30%-%1%-%9%19%19%

This is a 'great to
have' - makes a
difference and can sway

214232929----21*125128my decision
58%18%20%28%28%-%-%-%-%49%11%1%25%25%

458857868*-*-446362376NET Important
100%75%73%75%64%56%-%56%-%99%81%67%74%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

32953413-25-51371438offered
23%8%5%8%9%-%8%-%7%9%6%7%8%

This is mandatory to me
718960189745169137824978249- a must have

45%48%64%45%48%22%51%49%54%60%42%42%49%

abbaab

This is a ‘nice to have’
, but I can live without

3771283251058*1218204595it being offered
21%20%12%20%16%45%18%15%17%13%17%25%19%

acc

This is a 'great to
have' - makes a
difference and can sway

2961811042878115254047128my decision
11%25%19%26%27%33%24%35%22%18%35%26%25%

cd

8285782981161324715210789126376NET Important
56%73%83%72%75%55%75%85%76%78%77%68%74%

abba
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

-----------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

-6283732-43238offered
-%10%9%2%5%8%-%4%4%4%8%

aa

This is mandatory to me
-3114877781713666032249- a must have
-%52%48%57%59%45%39%61%69%53%49%

baa

This is a ‘nice to have’
, but I can live without

-1060291480*127895it being offered
-%18%19%21%11%21%6%11%8%14%19%

b

This is a 'great to
have' - makes a
difference and can sway

-12752632954261817128my decision
-%20%24%19%25%25%55%24%20%29%25%

-432231041102666927849376NET Important
-%72%72%77%84%70%94%85%89%82%74%

a
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

---------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

11922332525-103214-627638offered
44%8%7%8%9%7%-%9%10%4%-%11%11%5%8%

aaaa

This is mandatory to me
1103156196149167261147170-3012278249- a must have

42%46%50%47%51%49%91%57%44%53%-%56%48%57%49%

bbb

This is a ‘nice to have’
, but I can live without

-4459835368*186859-7492395it being offered
-%20%19%20%18%20%9%16%20%18%-%12%19%17%19%

This is a 'great to
have' - makes a
difference and can sway

*59741076781-198576-115529128my decision
14%26%24%26%23%24%-%17%25%24%-%21%22%21%25%

c

1161230303216248279232246-41177107376NET Important
56%72%74%72%73%73%91%74%70%77%-%77%70%79%74%

bb
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

*1-221266412172438offered
3%8%-%15%9%8%11%6%4%8%8%8%

ccc

This is mandatory to me
47831121482645144100136249- a must have

37%60%93%29%48%47%51%60%53%49%47%49%

ab

This is a ‘nice to have’
, but I can live without

13-24265121353356295it being offered
12%23%-%18%18%21%24%18%20%17%21%19%

This is a 'great to
have' - makes a
difference and can sway

51145776712645270128my decision
48%9%7%38%25%24%13%17%24%26%24%25%

eee

98981692243357208153206376NET Important
85%69%100%67%73%71%65%77%76%75%71%74%

e
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

--------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

2411431-113321383434323438offered
7%10%21%8%-%8%7%6%8%7%7%7%7%8%

This is mandatory to me
159649186-70230181245224241206238249- a must have

46%56%50%48%-%49%49%55%49%49%49%49%50%49%

bb

This is a ‘nice to have’
, but I can live without

7216276-268753898592818995it being offered
21%14%8%19%-%18%19%16%18%19%19%19%19%19%

This is a 'great to
have' - makes a
difference and can sway

9423498-3512273123112121104119128my decision
27%20%21%25%-%24%26%22%25%25%25%25%25%25%

2538713284-105352254368335362310357376NET Important
72%76%71%73%-%74%74%78%74%74%74%73%74%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

-------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

2216253105231063-938offered
9%6%7%8%9%7%6%13%4%7%-%5%8%

b

This is mandatory to me
91158164176227175438128196249- a must have
39%57%46%44%56%41%49%53%56%71%78%57%49%

b

This is a ‘nice to have’
, but I can live without

45507291315719193-2095it being offered
19%18%20%24%12%23%20%11%13%7%-%12%19%

aaa

This is a 'great to
have' - makes a
difference and can sway

7652921026198819406*43128my decision
32%19%26%25%23%29%25%23%27%15%22%26%25%

a

16720925627884626362121341139376NET Important
71%76%72%69%79%70%74%76%83%86%100%83%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

-------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

1113553517*738offered
9%25%5%21%20%11%16%10%4%11%1%13%8%

bd

This is mandatory to me
621357159191228121249- a must have

36%38%47%35%29%36%42%40%43%43%39%39%49%

This is a ‘nice to have’
, but I can live without

516351231181411395it being offered
29%28%23%17%22%28%14%24%28%21%43%24%19%

This is a 'great to
have' - makes a
difference and can sway

4*74710512716112128my decision
27%9%25%27%29%24%27%25%26%25%16%23%25%

1022010132514312044234376NET Important
63%47%72%63%58%61%70%65%68%68%56%63%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-------------This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%-%

This is not important to
me - don't mind if not

*32265217-2738offered
*%7%4%4%11%13%9%6%10%-%6%10%8%

This is mandatory to me
22192633242317133051126249- a must have
77%41%57%55%48%59%60%55%44%45%31%35%49%

aaadaa

This is a ‘nice to have’
, but I can live without

271011964516*61895it being offered
7%15%22%19%18%16%14%20%23%4%18%25%19%

This is a 'great to
have' - makes a
difference and can sway

517814125541661522128my decision
16%37%17%22%23%12%18%19%23%51%44%30%25%

gjg

263534473628221746112648376NET Important
93%78%74%77%71%71%78%74%67%96%76%65%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

-----This is a negative to me
-%-%-%-%-%

This is not important to
me - don't mind if not

51311938offered
4%9%9%8%8%

This is mandatory to me
67816041249- a must have
56%54%50%35%49%

aaa

This is a ‘nice to have’
, but I can live without

1927242595it being offered
16%18%20%21%19%

This is a 'great to
have' - makes a
difference and can sway

29302643128my decision
24%20%21%36%25%

bcd

951118585376NET Important
80%74%71%71%74%
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Proof of postage/dispatch (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---1-----33This is a negative to me
-%-%-%1%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

***14101-1*3132offered
1%*%*%11%6%4%-%8%3%6%6%

ce

This is mandatory to me
81218546113238215228- a must have

56%79%63%42%38%47%46%45%48%45%45%

aab

This is a ‘nice to have’
, but I can live without

12438346123107113it being offered
7%16%12%30%21%20%22%21%19%22%22%

cee

This is a 'great to
have' - makes a
difference and can sway

51720558225125133my decision
36%5%24%16%35%29%33%26%30%26%26%

bb

13132574116224513340361NET Important
92%84%87%58%73%76%78%71%78%71%71%

abbb
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

*--3---1--2--3This is a negative to me
2%-%-%1%-%-%-%1%-%-%2%-%-%1%

This is not important to
me - don't mind if not

1*1301534-342932offered
4%1%4%7%2%10%6%4%-%30%4%6%16%6%

lcefijkl

m

This is mandatory to me
7101219915222736232321725228- a must have

41%46%46%45%38%44%55%42%64%25%39%49%42%45%

acfijm

This is a ‘nice to have’
, but I can live without

557961841217622188113it being offered
27%23%26%22%46%9%25%20%16%20%26%22%13%22%

hhhacefghjklhh
m

This is a 'great to
have' - makes a
difference and can sway

5761165186277223818133my decision
27%30%24%26%14%37%13%32%20%25%28%24%29%26%

giggigig

12171831420393363314562543361NET Important
68%76%70%71%52%81%69%74%84%50%68%72%71%71%

iiiiii
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-3*33--*----3This is a negative to me
-%1%*%1%2%-%-%*%-%-%-%-%1%

This is not important to
me - don't mind if not

131923842134-3*32offered
3%7%7%6%5%10%18%7%11%-%3%1%6%

This is mandatory to me
17212631657618384122323228- a must have
40%45%50%43%47%50%28%46%36%21%42%79%45%

This is a ‘nice to have’
, but I can live without

710524883181365426*113it being offered
18%22%19%23%19%21%11%20%15%49%35%11%22%

deh

This is a 'great to
have' - makes a
difference and can sway

161172810545644912215*133my decision
39%25%23%27%28%18%43%27%37%30%19%9%26%

ab

3332991270121247133244463361NET Important
79%70%73%70%75%68%70%73%73%51%62%88%71%

bb
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

*21-33This is a negative to me
*%2%*%-%1%1%

c

This is not important to
me - don't mind if not

71114-3232offered
3%13%7%-%7%6%

ac

This is mandatory to me
10633879219228- a must have

51%40%41%39%45%45%

ab

This is a ‘nice to have’
, but I can live without

4617507106113it being offered
22%20%23%29%22%22%

This is a 'great to
have' - makes a
difference and can sway

4921627126133my decision
24%25%29%32%26%26%

1555514916345361NET Important
74%65%69%71%71%71%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c
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Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

-3--3-------33This is a negative to me
-%1%-%-%1%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

81212329*----352432offered
5%4%15%13%6%100%-%-%-%-%16%4%7%6%

bcbabi

This is mandatory to me
891152511217---22877140228- a must have
54%42%33%52%44%-%-%-%100%71%45%55%40%45%

abai

This is a ‘nice to have’
, but I can live without

3069144108--*--42583113it being offered
18%25%19%20%22%-%-%100%-%-%24%18%24%22%

c

This is a 'great to
have' - makes a
difference and can sway

3672253130----133397133my decision
22%27%33%15%27%-%-%-%-%29%15%23%28%26%

c

1251875015347---2310110237361NET Important
77%69%66%67%71%-%-%-%100%100%60%78%68%71%

bac
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------13131113This is a negative to me
-%-%-%-%-%-%*%1%1%1%*%*%*%1%

This is not important to
me - don't mind if not

*---12242593227222132offered
100%-%-%-%15%9%7%7%5%6%7%7%6%6%

This is mandatory to me
-2*421117017973228189148160228- a must have
-%46%4%46%27%52%47%47%46%45%46%49%45%45%

This is a ‘nice to have’
, but I can live without

--*5*4858838113946883113it being offered
-%-%22%52%4%20%23%23%24%22%23%23%23%22%

This is a 'great to
have' - makes a
difference and can sway

-21*44838739133956488133my decision
-%54%75%1%54%19%23%23%25%26%23%21%25%26%

b

-414715253266112361284212249361NET Important
-%100%78%48%82%71%70%70%70%71%70%70%70%71%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--1*--------33This is a negative to me
-%-%1%*%-%-%-%-%-%-%-%-%1%1%

This is not important to
me - don't mind if not

274113*-*--1-3132offered
50%9%4%1%12%30%-%30%-%-%19%-%6%6%

bbc

This is mandatory to me
236575441*-*-244219228- a must have

42%46%49%53%39%13%-%13%-%50%70%43%45%45%

a

This is a ‘nice to have’
, but I can live without

-17272130*-*---4108113it being offered
-%22%23%20%28%56%-%56%-%-%-%49%22%22%

This is a 'great to
have' - makes a
difference and can sway

*18282622----211130133my decision
8%23%24%26%21%-%-%-%-%50%11%8%26%26%

254858062*-*-444349361NET Important
50%70%73%78%59%13%-%13%-%100%81%51%71%71%

aa
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-1-3--3--3-*3This is a negative to me
-%*%-%1%-%-%1%-%-%2%-%*%1%

This is not important to
me - don't mind if not

*2732910*22-4741732offered
1%7%4%7%6%2%7%-%6%5%4%9%6%

b

This is mandatory to me
1217756172697151*37625868228- a must have
78%45%59%42%45%31%46%30%54%45%51%37%45%

aaa

This is a ‘nice to have’
, but I can live without

1941210034871110341652113it being offered
6%24%13%24%22%33%21%41%15%25%14%28%22%

bbdbd

This is a 'great to
have' - makes a
difference and can sway

2922311141882*17313747133my decision
15%24%24%27%27%35%25%29%25%23%32%26%26%

1427078283110152341549495116361NET Important
93%69%83%68%72%65%71%59%79%68%82%63%71%

aacac
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--1--3----3This is a negative to me
-%-%*%-%-%1%-%-%-%-%1%

This is not important to
me - don't mind if not

-1211329*31232offered
-%2%7%1%3%8%2%3%1%3%6%

ab

This is mandatory to me
-2613474711583595033228- a must have
-%45%43%55%54%42%41%55%57%56%45%

ba

This is a ‘nice to have’
, but I can live without

-1372292092*231414113it being offered
-%22%23%21%16%24%2%21%16%23%22%

b

This is a 'great to
have' - makes a
difference and can sway

-18833137974232311133my decision
-%31%27%23%28%26%55%22%26%18%26%

-452171051072546827344361NET Important
-%76%70%78%82%67%97%76%83%74%71%

ba
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-1*311--3---1-3This is a negative to me
-%*%*%1%*%*%-%-%1%-%-%-%1%-%1%

a

This is not important to
me - don't mind if not

-1522292221-4277-320632offered
-%7%7%7%7%6%-%4%8%2%-%6%8%4%6%

a

This is mandatory to me
190153176141151251125162-2611180228- a must have

26%40%49%42%48%44%82%48%37%51%-%49%44%59%45%

bbbb

This is a ‘nice to have’
, but I can live without

15465986883-238364-86323113it being offered
50%24%21%23%23%24%-%21%25%20%-%15%25%17%22%

ac

This is a 'great to
have' - makes a
difference and can sway

164701136285*289587-175728133my decision
23%28%23%27%21%25%18%27%28%27%-%31%23%20%26%

ba

1154224289203236380219248-43168107361NET Important
50%69%72%69%69%69%100%75%66%78%-%80%66%79%71%

bbbb
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

----3*---3*3This is a negative to me
-%-%-%-%1%*%-%-%-%1%*%1%

aac

This is not important to
me - don't mind if not

2--22022316102132offered
18%-%-%16%9%7%6%2%2%5%7%6%

cd

This is mandatory to me
433587142213814184123228- a must have

42%25%31%48%37%45%40%51%51%41%42%45%

babe

This is a ‘nice to have’
, but I can live without

182260711514514966113it being offered
10%66%21%19%26%23%29%19%19%24%23%22%

c

This is a 'great to
have' - makes a
difference and can sway

314262811322755981133my decision
30%9%48%17%27%26%26%29%27%29%28%26%

84771492223460216143204361NET Important
72%34%79%65%64%70%66%80%79%70%70%71%

abeabe
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

3--3-*31333333This is a negative to me
1%-%-%1%-%*%1%*%1%1%1%1%1%1%

This is not important to
me - don't mind if not

255327-52916302528222832offered
7%4%17%7%-%4%6%5%6%5%6%5%6%6%

This is mandatory to me
1545110166-66213166226210221186219228- a must have

44%45%51%43%-%46%45%51%46%46%45%44%46%45%

This is a ‘nice to have’
, but I can live without

7829295-291076711099112103112113it being offered
22%26%9%24%-%20%23%21%22%22%23%24%23%22%

This is a 'great to
have' - makes a
difference and can sway

9029499-4212077126117124109118133my decision
26%25%23%25%-%29%25%24%25%26%25%26%25%26%

2438014265-108333243352327344295337361NET Important
70%70%74%68%-%76%71%74%71%72%71%70%70%71%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

3-3-*-3*----3This is a negative to me
1%-%1%-%*%-%1%*%-%-%-%-%1%

a

This is not important to
me - don't mind if not

171527*5623324-532offered
7%5%8%*%5%8%7%4%1%9%-%3%6%

b

This is mandatory to me
89139153135928158397724191228- a must have
38%50%43%34%53%43%44%47%53%61%78%54%45%

bbc

This is a ‘nice to have’
, but I can live without

5756801120188014266-31113it being offered
24%20%22%29%18%28%23%17%18%15%-%18%22%

This is a 'great to
have' - makes a
difference and can sway

6766921527149226426*42133my decision
29%24%26%37%24%21%26%31%29%15%22%25%26%

15720524428864225064118301132361NET Important
67%74%69%71%77%64%70%78%81%76%100%79%71%

bc
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

------------3This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%1%

This is not important to
me - don't mind if not

1-*1321314-432offered
7%-%1%7%11%5%6%6%5%6%-%7%6%

This is mandatory to me
611447148171226220228- a must have

38%20%51%29%29%35%38%37%41%40%50%37%45%

a

This is a ‘nice to have’
, but I can live without

4256613413716114113it being offered
22%47%18%36%26%31%20%29%24%25%34%27%22%

b

This is a 'great to
have' - makes a
difference and can sway

5184812713918116133my decision
32%33%30%28%33%28%37%28%30%28%16%29%26%

112239142615312144236361NET Important
70%53%81%57%63%63%75%66%72%69%66%66%71%

a
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

------*1---23This is a negative to me
-%-%-%-%-%-%1%5%-%-%-%2%1%

dd

This is not important to
me - don't mind if not

-24425224-2632offered
-%5%8%6%4%14%7%7%5%-%5%8%6%

d

This is mandatory to me
2415193322201482951228228- a must have
84%33%41%54%43%50%51%34%42%45%36%39%45%

This is a ‘nice to have’
, but I can live without

279131596517*720113it being offered
7%16%19%22%30%24%21%21%25%4%22%28%22%

This is a 'great to
have' - makes a
difference and can sway

3201411125581961317133my decision
10%45%32%18%23%12%19%34%28%51%37%23%26%

adfghiggg

273533433424201648112545361NET Important
93%78%72%72%66%62%70%67%70%96%73%62%71%
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

--123This is a negative to me
-%-%1%1%1%

This is not important to
me - don't mind if not

6117732offered
5%8%6%6%6%

This is mandatory to me
58745146228- a must have
48%49%42%39%45%

This is a ‘nice to have’
, but I can live without

18382828113it being offered
15%25%23%24%22%

d

This is a 'great to
have' - makes a
difference and can sway

38283335133my decision
31%18%27%30%26%

ccc

951028481361NET Important
80%67%69%68%71%

abc
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Proof of receipt/delivery (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

---1-----11This is a negative to me
-%-%-%1%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

-*-581--11920offered
-%1%-%4%5%2%-%-%3%4%4%

This is mandatory to me
91125696115338243257- a must have

62%72%86%54%38%51%60%48%50%50%51%

aabea

This is a ‘nice to have’
, but I can live without

13123284*137782it being offered
5%22%3%18%18%14%7%13%17%16%16%

cece

This is a 'great to
have' - makes a
difference and can sway

51330639235141150my decision
33%5%11%23%39%33%34%39%30%29%29%

cbc

14112899124245613383407NET Important
95%77%97%78%78%84%93%87%80%80%80%

ababab
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

---1---1-----1This is a negative to me
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

This is not important to
me - don't mind if not

***1922221-5-620offered
1%*%2%4%5%4%4%2%3%-%6%-%10%4%

klm

This is mandatory to me
8101422516262941223411532257- a must have

43%46%53%51%40%54%62%49%59%37%50%43%53%51%

im

This is a ‘nice to have’
, but I can live without

44668755167489782it being offered
22%19%22%15%17%10%11%18%20%42%10%25%12%16%

cc

This is a 'great to
have' - makes a
difference and can sway

6861301516122572281115150my decision
34%34%23%29%38%33%24%29%19%21%34%32%26%29%

14182035631424166285692647407NET Important
77%80%76%80%78%86%86%78%77%58%84%75%78%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

-1-11-------1This is a negative to me
-%*%-%*%1%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

41641681*82**120offered
9%3%3%4%5%3%1%4%6%1%*%33%4%

abbb

This is mandatory to me
23234761818518393146382257- a must have
56%50%61%47%53%50%28%51%43%79%50%50%51%

a

This is a ‘nice to have’
, but I can live without

37917652171307*15*82it being offered
7%17%13%17%13%20%13%17%20%5%20%7%16%

b

This is a 'great to
have' - makes a
difference and can sway

121382912147965110123*150my decision
28%30%23%32%29%26%58%28%31%15%30%9%29%

b

35373105303132279144247602407NET Important
84%80%84%79%82%77%86%79%74%94%80%59%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

--1-11This is a negative to me
-%-%*%-%*%*%

This is not important to
me - don't mind if not

48711820offered
2%10%3%5%4%4%

ac

This is mandatory to me
122409510248257- a must have

59%47%45%42%51%51%

ab

This is a ‘nice to have’
, but I can live without

25124537882it being offered
12%14%21%14%16%16%

c

This is a 'great to
have' - makes a
difference and can sway

5724669141150my decision
28%28%31%39%29%29%

1796416119388407NET Important
86%76%75%81%80%80%

ab
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

-1--1-------11This is a negative to me
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

1145-20------11820offered
1%5%6%-%4%-%-%-%-%-%-%1%5%4%

ccbb

This is mandatory to me
941372513244--*221081163257- a must have
58%51%33%61%50%-%-%100%100%71%56%58%47%51%

aaa

This is a ‘nice to have’
, but I can live without

224415378-----3195982it being offered
14%16%20%14%16%-%-%-%-%-%18%14%17%16%

This is a 'great to
have' - makes a
difference and can sway

4574315145*---1440105150my decision
28%27%40%24%30%100%-%-%-%29%26%28%30%29%

bc

1392125619388*-*2314121268407NET Important
86%78%74%86%80%100%-%100%100%100%82%86%77%80%

aba
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

------11111111This is a negative to me
-%-%-%-%-%-%*%*%1%*%*%*%*%*%

This is not important to
me - don't mind if not

---*--13115201311920offered
-%-%-%1%-%-%4%3%3%4%3%4%3%4%

This is mandatory to me
-3*531118820383257211164183257- a must have
-%97%25%56%42%53%52%53%52%51%52%54%52%51%

This is a ‘nice to have’
, but I can live without

---4*55462298263455682it being offered
-%-%-%42%2%23%15%16%18%16%15%15%16%16%

This is a 'great to
have' - makes a
difference and can sway

**1*551071074115011882104150my decision
100%3%75%1%56%24%30%28%26%29%29%27%29%29%

*425816295309124407329247287407NET Important
100%100%100%57%98%77%81%81%78%80%81%81%81%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

--1---------11This is a negative to me
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

This is not important to
me - don't mind if not

3-235-------2020offered
78%-%2%3%4%-%-%-%-%-%-%-%4%4%

dd

This is mandatory to me
146585650*-*-255245257- a must have

14%60%50%54%48%70%-%70%-%51%86%66%50%51%

This is a ‘nice to have’
, but I can live without

-8261515-----*27982it being offered
-%10%22%14%14%-%-%-%-%-%2%27%16%16%

d

This is a 'great to
have' - makes a
difference and can sway

*24292936*-*-211147150my decision
8%30%25%29%34%30%-%30%-%49%12%8%30%29%

170878586*-*-456392407NET Important
22%90%75%83%82%100%-%100%-%100%98%73%80%80%

c
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-1-1--1--1--1This is a negative to me
-%*%-%*%-%-%*%-%-%1%-%-%*%

This is not important to
me - don't mind if not

*131187112--721120offered
1%3%1%4%4%4%4%-%-%5%2%6%4%

dd

This is mandatory to me
720457200799168137775983257- a must have

46%52%61%48%52%39%51%49%53%56%51%45%51%

aa

This is a ‘nice to have’
, but I can live without

360146724552*1115213482it being offered
19%15%15%16%16%22%16%6%16%11%19%18%16%

This is a 'great to
have' - makes a
difference and can sway

51132112943897121383357150my decision
33%29%23%31%28%35%29%44%31%27%29%31%29%

12318783291231726515811492140407NET Important
79%81%83%79%80%73%80%94%84%83%80%76%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--1--1----1This is a negative to me
-%-%*%-%-%*%-%-%-%-%*%

This is not important to
me - don't mind if not

-*92118*11120offered
-%*%3%1%1%5%2%1%1%2%4%

b

This is mandatory to me
-2716278731842645629257- a must have
-%46%52%57%56%49%24%60%64%49%51%

a

This is a ‘nice to have’
, but I can live without

-1345171962*14101182it being offered
-%23%15%12%15%16%2%13%11%18%16%

ab

This is a 'great to
have' - makes a
difference and can sway

-189339371135282119150my decision
-%31%30%29%29%30%72%26%24%32%29%

-462551171102976927748407NET Important
-%77%82%86%84%78%96%86%88%80%80%

c
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-1-111--1---1-1This is a negative to me
-%*%-%*%*%*%-%-%*%-%-%-%*%-%*%

This is not important to
me - don't mind if not

-81118118-4183-211*20offered
-%3%3%4%4%2%-%4%6%1%-%4%4%*%4%

aaaa

This is mandatory to me
2108167203160180357149178-2812885257- a must have

77%48%54%48%54%53%100%54%45%56%-%51%51%62%51%

bb

This is a ‘nice to have’
, but I can live without

-3646684453-145948-7421182it being offered
-%16%15%16%15%16%-%13%18%15%-%14%17%8%16%

a

This is a 'great to
have' - makes a
difference and can sway

171871297899-3110589-177139150my decision
23%32%28%31%27%29%-%29%32%28%-%31%28%29%29%

2179254332238278388254267-45198124407NET Important
100%80%82%79%81%82%100%83%76%84%-%83%78%91%80%

bbc
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

----1----1-1This is a negative to me
-%-%-%-%*%-%-%-%-%1%-%*%

This is not important to
me - don't mind if not

2---1313422131220offered
18%-%-%-%5%4%7%3%1%6%4%4%

ccc

This is mandatory to me
4757109158284015397138257- a must have

38%58%54%58%47%50%54%54%56%48%47%51%

ab

This is a ‘nice to have’
, but I can live without

13213854101241325382it being offered
13%25%21%9%17%17%18%16%15%16%18%16%

This is a 'great to
have' - makes a
difference and can sway

322471901020776189150my decision
32%17%25%33%31%28%20%27%28%30%31%29%

797101802483861230158227407NET Important
69%75%79%91%78%79%74%81%84%77%78%80%

abe
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

1--1--11111111This is a negative to me
*%-%-%*%-%-%*%*%*%*%*%*%*%*%

This is not important to
me - don't mind if not

172217-4185201318141820offered
5%2%10%4%-%3%4%2%4%3%4%3%4%4%

a

This is mandatory to me
1726215191-76238189255235252223248257- a must have

49%54%80%49%-%54%50%58%51%52%52%53%52%51%

b

This is a ‘nice to have’
, but I can live without

5419166-227753817977717782it being offered
15%17%5%17%-%16%16%16%16%17%16%17%16%16%

This is a 'great to
have' - makes a
difference and can sway

106311115-4013979139125140113136150my decision
30%28%5%29%-%28%29%24%28%28%29%27%28%29%

2779316305-116377268394360392337385407NET Important
79%81%85%78%-%82%80%82%79%79%80%80%80%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

1-1---1-----1This is a negative to me
*%-%*%-%-%-%*%-%-%-%-%-%*%

This is not important to
me - don't mind if not

1281522*15411-220offered
5%3%4%5%2%*%4%5%1%3%-%1%4%

This is mandatory to me
97160168206639169467723190257- a must have
42%58%47%52%60%59%47%56%53%60%55%54%51%

bcb

This is a ‘nice to have’
, but I can live without

4042596147658227-2882it being offered
17%15%17%16%13%10%18%10%15%18%-%17%16%

a

This is a 'great to
have' - makes a
difference and can sway

846611011282010624458147150my decision
36%24%31%28%26%30%30%29%31%19%45%28%29%

a

18122627831955927570122311138407NET Important
77%82%79%79%85%90%77%85%84%79%100%82%80%

b
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

------------1This is a negative to me
-%-%-%-%-%-%-%-%-%-%-%-%*%

This is not important to
me - don't mind if not

--2-1111-2-220offered
-%-%8%-%5%3%5%2%-%3%-%4%4%

This is mandatory to me
811378208231433225257- a must have

51%16%47%47%37%48%41%49%47%51%50%46%51%

This is a ‘nice to have’
, but I can live without

425461151171311482it being offered
22%51%17%23%28%26%27%23%24%20%31%25%16%

This is a 'great to
have' - makes a
difference and can sway

4185710512816114150my decision
27%33%28%30%30%23%27%26%28%25%19%25%29%

1222112152914352249238407NET Important
78%49%76%77%67%72%68%75%76%76%69%71%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-------1----1This is a negative to me
-%-%-%-%-%-%-%5%-%-%-%-%*%

ad

This is not important to
me - don't mind if not

-24-4*112--520offered
-%4%8%-%7%1%4%5%3%-%-%8%4%

i

This is mandatory to me
24202333261617123531633257- a must have
84%45%50%54%51%40%62%50%50%30%46%45%51%

g

This is a ‘nice to have’
, but I can live without

473111354414*41382it being offered
13%16%6%18%25%13%14%15%20%4%11%18%16%

jjj

This is a 'great to
have' - makes a
difference and can sway

1161617818661971522150my decision
3%34%36%28%16%46%21%25%27%66%43%30%29%

hadefh

253639503434231853113055407NET Important
87%80%85%82%67%86%82%75%77%96%89%75%80%

hh
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

--1-1This is a negative to me
-%-%1%-%*%

This is not important to
me - don't mind if not

644520offered
5%3%4%5%4%

This is mandatory to me
67756452257- a must have
56%50%53%44%51%

a

This is a ‘nice to have’
, but I can live without

1429211782it being offered
12%19%18%14%16%

This is a 'great to
have' - makes a
difference and can sway

33433044150my decision
27%29%25%37%29%

b

1001189496407NET Important
83%78%78%81%80%
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Guaranteed delivery to recipient's door (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is
to you in choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
5428381241362494169139414663Unweighted total
151529127160285716481509Weighted total

*-*86*-**2020This is a negative to me
1%-%*%7%4%1%-%1%1%4%4%

e

This is not important to
me - don't mind if not

439194631*2111114offered
29%23%30%15%29%11%12%6%13%23%22%

bbbbce

This is mandatory to me
547523412336143154- a must have

32%27%24%41%22%41%56%49%34%30%30%

aaabab

This is a ‘nice to have’
, but I can live without

37319387*25102109it being offered
22%46%11%15%24%23%1%24%29%21%21%

dddd

This is a 'great to
have' - makes a
difference and can sway

211028367224105112my decision
16%4%35%22%23%24%31%21%23%22%22%

e

7517807119459248267NET Important
49%31%59%63%44%66%87%70%57%52%52%

aaabcea
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
687193431444950783612862551663Unweighted total
18222644339494885379823560509Weighted total

*2*181--33-61520This is a negative to me
2%7%1%4%2%-%-%3%7%-%7%3%8%4%

kghk

This is not important to
me - don't mind if not

6539912911233416815114offered
31%24%13%22%31%19%22%27%7%42%19%22%25%22%

ekeeekeke

This is mandatory to me
479134818182713129615154- a must have

22%31%37%30%20%36%38%32%35%10%35%16%26%30%

im

This is a ‘nice to have’
, but I can live without

3469510121015102111410109it being offered
18%17%25%22%25%25%22%17%28%24%14%39%17%21%

This is a 'great to
have' - makes a
difference and can sway

55696999188220714112my decision
28%22%24%22%22%19%18%21%22%24%24%20%24%22%

9121623016272745213491330267NET Important
50%52%61%52%42%55%56%53%57%34%60%36%50%52%

i

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 86  (continuation)                                                                                                                                                   Page 1633

Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
81582201462227332120745141059663Unweighted total
414681253841623510182337753509Weighted total

21831794-6--2-20This is a negative to me
4%4%2%4%5%10%-%3%-%-%3%-%4%

d

This is not important to
me - don't mind if not

1310124902951506123*114offered
30%22%19%24%18%13%7%27%18%14%30%7%22%

hh

This is mandatory to me
1014542112591224871242154- a must have
23%31%34%29%36%34%22%26%21%15%32%49%30%

e

This is a ‘nice to have’
, but I can live without

1108258332754092131109it being offered
3%23%20%22%20%19%48%22%27%32%17%33%21%

b

This is a 'great to
have' - makes a
difference and can sway

1796318132823911314*112my decision
40%20%25%21%20%24%23%22%34%38%19%11%22%

abh

26241731949120587184382267NET Important
63%51%59%50%56%58%46%48%55%53%51%59%52%

a
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26812027222641663Unweighted total
2088421423486509Weighted total

6211-2020This is a negative to me
3%3%5%-%4%4%

This is not important to
me - don't mind if not

4713528106114offered
23%16%24%35%22%22%

This is mandatory to me
7825525149154- a must have
37%29%24%23%31%30%

a

This is a ‘nice to have’
, but I can live without

3622497102109it being offered
17%26%23%28%21%21%

This is a 'great to
have' - makes a
difference and can sway

4023503109112my decision
19%27%23%13%22%22%

118471029258267NET Important
57%56%48%37%53%52%

a
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
26132676466171-11538215402663Unweighted total
1632717622487*-*2317141347509Weighted total

6132*20-----*51420This is a negative to me
3%5%3%2%4%-%-%-%-%-%3%4%4%4%

This is not important to
me - don't mind if not

2671174110---2-22288114offered
16%26%23%18%23%-%-%-%100%-%12%16%25%22%

cbb

This is mandatory to me
58771910145--*-284996154- a must have
36%28%25%45%30%-%-%100%-%71%45%34%28%30%

aiai

This is a ‘nice to have’
, but I can live without

3162163105----*32878109it being offered
19%23%21%16%22%-%-%-%-%19%18%20%22%21%

This is a 'great to
have' - makes a
difference and can sway

4248224108*---*43771112my decision
26%18%29%19%22%100%-%-%-%10%23%27%20%22%

bb

1001254114253*-*-21286167267NET Important
62%46%54%64%52%100%-%100%-%81%68%61%48%52%

baaai
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
135151752464513250663557447498663Unweighted total
*429821362382160509406303353509Weighted total

-----*171142017131220This is a negative to me
-%-%-%-%-%2%5%3%3%4%4%4%4%4%

This is not important to
me - don't mind if not

--1*14777931114836668114offered
-%-%75%5%14%17%21%21%19%22%20%22%19%22%

This is mandatory to me
-2*52710612551154123101113154- a must have
-%46%22%53%30%33%29%33%32%30%30%33%32%30%

This is a ‘nice to have’
, but I can live without

---4*5848836109926880109it being offered
-%-%-%41%1%21%23%23%23%21%23%22%23%21%

This is a 'great to
have' - makes a
difference and can sway

*2**46798037112925681112my decision
100%54%3%*%54%26%22%21%23%22%23%18%23%22%

*4*571318620588267214156194267NET Important
100%100%25%53%85%60%51%54%55%52%53%52%55%52%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51521561341103-3-3811638663Unweighted total
478117103105*-*-458492509Weighted total

-2339-------2020This is a negative to me
-%2%3%3%8%-%-%-%-%-%-%-%4%4%

cd

This is not important to
me - don't mind if not

310212226-----12111114offered
78%13%18%22%25%-%-%-%-%-%17%20%23%22%

d

This is mandatory to me
137303123*-*-22*150154- a must have

14%48%26%30%22%70%-%70%-%50%38%4%30%30%

abc

This is a ‘nice to have’
, but I can live without

-10362224-----23104109it being offered
-%13%31%22%23%-%-%-%-%-%34%39%21%21%

ddd

This is a 'great to
have' - makes a
difference and can sway

*19262423*-*-213107112my decision
8%24%22%23%22%30%-%30%-%50%11%37%22%22%

156565546*-*-433257267NET Important
22%72%48%53%44%100%-%100%-%100%49%41%52%52%

abc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 86  (continuation)                                                                                                                                                   Page 1638

Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
29528118545242363829103171151228663Unweighted total
153919441515423330269138115184509Weighted total

-1721811-9-2431120This is a negative to me
-%4%2%4%7%-%3%-%3%3%3%6%4%

a

This is not important to
me - don't mind if not

3802094221082-14243244114offered
20%20%21%23%14%41%25%-%21%18%28%24%22%

accc

This is mandatory to me
411937117483103122523247154- a must have

27%30%40%28%31%12%31%46%31%38%27%25%30%

abba

This is a ‘nice to have’
, but I can live without

290159333570*15322141109it being offered
14%23%16%22%21%20%21%19%21%24%18%22%21%

This is a 'great to
have' - makes a
difference and can sway

686209340666116252842112my decision
39%22%21%22%26%27%20%35%24%18%24%23%22%

1020457210889169138775989267NET Important
66%52%60%51%57%39%51%81%56%56%51%48%52%

b
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1204482191625011514611776663Unweighted total
-5931113513137961088860509Weighted total

--104218-12120This is a negative to me
-%-%3%3%1%5%-%1%2%2%4%

This is not important to
me - don't mind if not

-1057262985319199114offered
-%17%19%19%22%22%43%18%21%15%22%

This is mandatory to me
-2310041491053383517154- a must have
-%39%32%30%37%28%42%36%40%28%30%

a

This is a ‘nice to have’
, but I can live without

-1269332584*221815109it being offered
-%20%22%24%19%22%1%21%21%25%21%

This is a 'great to
have' - makes a
difference and can sway

-14743226861271418112my decision
-%23%24%24%20%23%14%25%16%29%22%

b

-3717473751924654934267NET Important
-%62%56%54%57%51%56%60%56%57%52%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
103414385654254775160459428-104384206663Unweighted total

22243114192943413107332319-54253136509Weighted total

-1211181312-31111-111320This is a negative to me
-%5%3%4%4%4%-%3%3%3%-%3%4%3%4%

This is not important to
me - don't mind if not

146649463652247270-115137114offered
44%20%21%22%21%19%64%23%22%22%-%21%20%27%22%

This is mandatory to me
1649812197110*3893101-218743154- a must have

28%29%32%29%33%32%8%35%28%32%-%39%34%32%30%

This is a ‘nice to have’
, but I can live without

*4770946878*197472-95331109it being offered
4%21%23%23%23%23%9%18%22%22%-%17%21%23%21%

This is a 'great to
have' - makes a
difference and can sway

15567915475*228265-115022112my decision
23%25%22%22%18%22%18%21%25%20%-%20%20%16%22%

1119166213151185160175167-3213765267NET Important
52%53%53%51%51%54%27%56%53%52%-%59%54%48%52%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
1312131834744992117367297423663Unweighted total
10129112323155275274204291509Weighted total

-2--121133107820This is a negative to me
-%15%-%-%5%4%6%4%4%4%3%4%

This is not important to
me - don't mind if not

32*147681314504760114offered
30%13%3%9%20%22%26%19%18%23%21%22%

This is mandatory to me
-45670981727966885154- a must have
-%31%51%49%30%31%32%36%35%33%29%30%

This is a ‘nice to have’
, but I can live without

512347661117574464109it being offered
48%8%22%26%20%21%22%23%21%22%22%21%

This is a 'great to
have' - makes a
difference and can sway

24225572714613975112my decision
23%33%24%15%24%23%14%18%22%19%26%22%

be

28771251702441157106160267NET Important
23%64%76%64%54%54%46%54%57%52%55%52%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
48812821535-223626440650607640574632663Unweighted total
34911419390-142473328496454487423480509Weighted total

146*15-72013201720172020This is a negative to me
4%6%2%4%-%5%4%4%4%4%4%4%4%4%

This is not important to
me - don't mind if not

7429684-371077011410111091108114offered
21%26%32%21%-%26%23%21%23%22%23%21%23%22%

This is mandatory to me
102383120-42137108150139146130145154- a must have

29%33%15%31%-%29%29%33%30%31%30%31%30%30%

This is a ‘nice to have’
, but I can live without

8219784-24101651079910293101109it being offered
24%17%35%22%-%17%21%20%22%22%21%22%21%21%

This is a 'great to
have' - makes a
difference and can sway

7722388-33108721059810892106112my decision
22%19%17%22%-%23%23%22%21%22%22%22%22%22%

179596207-74244179255237255222251267NET Important
51%52%32%53%-%52%52%55%51%52%52%53%52%52%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2903734794513298444116186478203663Unweighted total
234275354401116635682146391168509Weighted total

13716*421623--320This is a negative to me
6%2%4%1%4%3%5%2%2%-%-%2%4%

a

This is not important to
me - don't mind if not

6054721032247119299*34114offered
26%20%20%25%29%37%20%23%20%22%8%20%22%

cab

This is mandatory to me
6292105123317112215013*54154- a must have
27%33%30%30%29%26%31%26%34%32%17%32%30%

This is a ‘nice to have’
, but I can live without

367377725147916345*38109it being offered
15%26%22%17%22%21%22%19%23%13%31%22%21%

b

This is a 'great to
have' - makes a
difference and can sway

6350841118977243013139112my decision
27%18%24%27%16%13%22%30%21%33%45%23%22%

ac

125142189235026190468025193267NET Important
53%52%53%58%45%39%53%56%55%65%62%55%52%

cc
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
3415774564105561218116721154663Unweighted total
1642815234120472964354509Weighted total

1-11132314-320This is a negative to me
9%-%5%6%4%8%10%6%4%6%-%6%4%

This is not important to
me - don't mind if not

7293716618823119114offered
44%56%30%20%31%40%30%38%29%36%28%35%22%

a

This is mandatory to me
1*8427310614*9154- a must have
6%9%28%27%7%17%12%20%21%22%15%16%30%

ddd

This is a ‘nice to have’
, but I can live without

1124342647*6109it being offered
7%27%9%25%15%10%10%14%13%12%6%12%21%

bd

This is a 'great to
have' - makes a
difference and can sway

5*8310108111016217112my decision
33%8%28%21%42%25%37%23%33%25%51%31%22%

aca

61168111710201630225267NET Important
40%17%56%49%49%42%49%43%55%47%66%47%52%
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgfed*c*baSignificance Level: 95%
2935614948534033179828100663Unweighted total
294546615139282469113473509Weighted total

-42*-*134--520This is a negative to me
-%9%4%1%-%*%3%15%5%-%-%7%4%

ghghi

This is not important to
me - don't mind if not

717411101035232617114offered
24%37%8%19%19%26%9%21%34%15%17%23%22%

fjfjfijj

This is mandatory to me
14813211610961531326154- a must have
48%18%28%35%31%25%34%24%22%30%38%36%30%

d

This is a ‘nice to have’
, but I can live without

8102011129959*79109it being offered
26%22%44%18%23%23%31%20%12%4%21%13%21%

adeghikad

This is a 'great to
have' - makes a
difference and can sway

16816131065186815112my decision
2%14%17%27%26%25%22%19%26%51%24%21%22%

14142038292016103492141267NET Important
50%32%44%62%58%50%56%44%49%81%62%57%52%

kkkk
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
125150252136663Unweighted total
119151121118509Weighted total

618520This is a negative to me
5%*%7%4%4%

ccc

This is not important to
me - don't mind if not

27323124114offered
23%21%26%21%22%

This is mandatory to me
35473142154- a must have
29%31%25%36%30%

b

This is a ‘nice to have’
, but I can live without

37322217109it being offered
31%21%18%15%21%

ab

This is a 'great to
have' - makes a
difference and can sway

14402929112my decision
12%26%24%25%22%

ddd

49875972267NET Important
41%57%49%60%52%

dbd
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Daily collection service (QD10a. Below, are a list of factors people tell us they consider when sending parcels. For each factor, please tell us how important it is to you in
choosing a postal provider or service: )
Base: All using RM to send parcels and packets (QV6a2=3) using a RM specific service (QV6a.1= 1-14)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
6340511591572924170181483775Unweighted total
241833155179335821552585Weighted total

Royal Mail signed for
18922961032245133193401st Class
77%50%65%62%57%65%80%64%62%58%58%

abdaab

Royal Mail signed for
5710373992251291382nd Class

20%37%30%24%22%28%48%27%23%23%24%

aabce

11814706215249217232Royal Mail Tracked
46%46%42%45%35%45%47%46%44%39%40%

Special delivery - Next
9715685813337198212Day (by 1pm)

40%41%44%43%32%40%53%41%36%36%36%

aab

Special delivery - Next
5614323310226114125Day (by 9am)

23%32%43%21%18%30%45%24%30%21%21%

abeaaca

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

529191671246370SPECIFY)
23%10%27%12%9%20%23%20%19%11%12%

ababdaaaa

2226101--13030None of these
8%10%7%4%6%2%-%-%3%5%5%

ce

--11-***-56Don't know
-%-%2%1%-%1%1%2%-%1%1%

b

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
8396101495515462864310973161775Unweighted total
223129504475562914710883669585Weighted total

Royal Mail signed for
111617297352433542965125403401st Class
50%51%58%59%74%44%53%59%62%62%58%69%58%58%

hghjlmh

Royal Mail signed for
57612016141118125177201382nd Class

24%21%21%24%33%26%18%20%25%50%19%20%28%24%

912112001924272914*361833232Royal Mail Tracked
41%37%39%40%40%44%43%32%29%4%41%50%48%40%

Special delivery - Next
7111118210232137137391022212Day (by 1pm)

33%35%38%36%20%43%34%41%27%70%45%28%32%36%

iiiii

Special delivery - Next
246112141315104230814125Day (by 9am)

10%14%22%22%29%24%25%12%9%24%34%22%20%21%

mefmeflmfmefmefjklm

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

1246229711111731270SPECIFY)
7%6%14%12%3%16%12%12%2%11%19%9%17%12%

eileeileeilmeilm

22125-2454-42530None of these
11%6%3%5%-%3%6%6%8%-%5%5%7%5%

ijki

1-*5111-2----6Don't know
3%-%*%1%2%2%2%-%4%-%-%-%-%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
105670239536304691920458149313775Unweighted total

445411384472086991735010596585Weighted total

Royal Mail signed for
2931274266134495842792753401st Class
65%58%54%60%64%71%55%48%53%92%46%79%58%

bebde

Royal Mail signed for
8130311074713548231631382nd Class

18%24%22%24%22%20%55%28%4%25%28%52%24%

dddd

14218621707725284184202232Royal Mail Tracked
31%40%45%38%37%37%22%49%35%34%33%25%40%

bh

Special delivery - Next
13199531597133268122241212Day (by 1pm)
29%37%38%36%34%48%24%39%23%17%40%16%36%

dhdd

Special delivery - Next
711728964116237113131125Day (by 9am)

16%22%20%22%20%24%25%21%22%31%22%13%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

6641951164*295213-70SPECIFY)
14%12%14%11%8%5%4%17%11%22%22%-%12%

ghgh

32811206-*172-4*30None of these
6%5%8%4%3%-%2%10%5%-%7%8%5%

ghg

151412*1--1-6Don't know
1%1%1%1%1%3%2%1%-%-%2%-%1%

h

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
26513936721754775Unweighted total
1929829121564585Weighted total

Royal Mail signed for
1046517083323401st Class

54%66%58%39%59%58%

c

Royal Mail signed for
46266541341382nd Class
24%27%22%17%24%24%

684911511221232Royal Mail Tracked
35%50%39%53%39%40%

ac

Special delivery - Next
8541854208212Day (by 1pm)
44%42%29%19%37%36%

aa

Special delivery - Next
4225573122125Day (by 9am)
22%26%20%13%22%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

281230-7070SPECIFY)
14%12%10%-%12%12%

1521322930None of these
8%2%4%8%5%5%

b

113146Don't know
1%1%1%5%1%1%

------Refused
-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
248405122477281-23338201527775Unweighted total
14731712220565*-*2*17127439585Weighted total

Royal Mail signed for
861876813328--*2*10732543401st Class
59%59%56%63%58%-%-%30%100%43%60%58%58%58%

Royal Mail signed for
4077217131--***732981382nd Class
27%24%17%37%23%-%-%30%11%21%41%26%22%24%

aaiai

58127478224*-*2*550174232Royal Mail Tracked
39%40%38%37%40%100%-%100%84%36%30%40%40%40%

Special delivery - Next
63120285206--*2*358148212Day (by 1pm)
43%38%23%27%36%-%-%30%84%64%19%46%34%36%

aacacij

Special delivery - Next
2976192122--*-*22795125Day (by 9am)
20%24%16%11%22%-%-%30%-%21%12%21%22%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

283210268--*--2264270SPECIFY)
19%10%8%9%12%-%-%30%-%-%10%21%9%12%

abai

13134228-----2111830None of these
9%4%4%10%5%-%-%-%-%-%12%9%4%5%

baaa

*32-6------*56Don't know
*%1%2%-%1%-%-%-%-%-%-%*%1%1%

c

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
126101747618556264493701527636775Unweighted total
**16825480391161369521374464585Weighted total

Royal Mail signed for
-*12512295231902013162322883401st Class
-%51%97%37%63%49%61%59%56%54%61%62%62%58%

ddd

Royal Mail signed for
-*13331121004687122811121382nd Class
-%51%90%49%39%13%23%26%29%24%23%22%24%24%

b

***13619514868150205145181232Royal Mail Tracked
100%100%13%10%36%25%41%38%42%41%39%39%39%40%

b

Special delivery - Next
-*1121117514863142190146174212Day (by 1pm)
-%51%86%11%24%43%36%38%39%38%36%39%37%36%

Special delivery - Next
-*1*1610586437811485109125Day (by 9am)
-%51%82%4%7%26%22%22%27%21%22%23%23%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

-*-*415552295660435470SPECIFY)
-%51%-%2%52%3%11%13%18%15%11%11%12%12%

abc

---2-4202382425182330None of these
-%-%-%32%-%15%4%6%5%6%5%5%5%5%

a

----*-53*36256Don't know
-%-%-%-%1%-%1%1%*%1%1%*%1%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
51561891791724-31269472775Unweighted total
1841451291611-**236358585Weighted total

Royal Mail signed for
150976999*-**-251943401st Class

100%59%67%54%61%32%-%13%100%-%57%77%54%58%

b

Royal Mail signed for
114274139*-*--23821382nd Class

57%17%19%32%24%10%-%13%-%-%57%46%23%24%

cd

131585659*-*--22146232Royal Mail Tracked
57%36%40%43%37%68%-%87%-%-%65%32%41%40%

Special delivery - Next
139544946*-*-*-2140212Day (by 1pm)

71%46%38%38%29%10%-%13%-%3%-%29%39%36%

a

Special delivery - Next
*14353233*-*---276125Day (by 9am)
4%16%24%25%20%10%-%13%-%-%-%29%21%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

*12141617-----**5570SPECIFY)
33%14%10%13%10%-%-%-%-%-%5%1%15%12%

-6748----21*2130None of these
-%8%5%3%5%-%-%-%-%97%29%1%6%5%

--231-------36Don't know
-%-%1%2%1%-%-%-%-%-%-%-%1%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
969286689173262911083134107159775Unweighted total
1520635231101823935011377126585Weighted total

Royal Mail signed for
*316333076291282216344723401st Class

36%61%53%59%56%49%54%55%42%55%57%57%58%

dd

Royal Mail signed for
*12216122205622142623231382nd Class

31%23%25%23%18%25%26%55%29%23%30%18%24%

a

*2052320952990119493447232Royal Mail Tracked
50%39%37%40%47%49%38%38%38%43%44%37%40%

a

Special delivery - Next
*1892119137798119513438212Day (by 1pm)

49%36%33%37%34%41%41%27%38%45%44%30%36%

aa

Special delivery - Next
*113141112674513271631125Day (by 9am)

44%22%22%21%24%41%19%36%7%24%21%25%21%

ddd

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

*60115813339*921131370SPECIFY)
5%11%18%11%12%19%16%15%17%18%17%10%12%

a

*2512183-21-3103730None of these
12%5%20%3%3%-%9%-%7%9%4%6%5%

ac

-6-62-1--*-36Don't know
-%1%-%1%2%-%*%-%-%*%-%2%1%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-1585484541253682116012061775Unweighted total
-85393323103267111269648585Weighted total

Royal Mail signed for
-512382135714597352283401st Class
-%60%61%66%55%54%82%58%54%59%58%

Royal Mail signed for
-2810281236453624161382nd Class
-%32%26%25%23%24%46%28%25%33%24%

-38153134411092543826232Royal Mail Tracked
-%44%39%41%40%41%20%43%40%55%40%

Special delivery - Next
-37150125401024533424212Day (by 1pm)
-%43%38%39%39%38%38%42%35%51%36%

b

Special delivery - Next
-25948021575301912125Day (by 9am)
-%29%24%25%21%21%46%24%20%26%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

-1252332729437261470SPECIFY)
-%14%13%10%26%11%40%29%28%29%12%

a

-720715911215-30None of these
-%8%5%2%14%3%6%10%15%-%5%

aaaa

-*54-3----6Don't know
-%1%1%1%-%1%-%-%-%-%1%

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
114306154295186306132282438-116420360775Unweighted total

3287448310369462481184331-62283259585Weighted total

Royal Mail signed for
2181285166228288343101183-411741753401st Class

92%63%64%54%62%62%61%53%55%55%-%66%62%67%58%

cc

Royal Mail signed for
11039773811121225182-1861671382nd Class

44%36%22%24%22%24%22%27%28%25%-%30%21%26%24%

a

211417612814418133572140-33113106232Royal Mail Tracked
94%40%39%41%39%39%58%43%39%42%-%54%40%41%40%

ab

Special delivery - Next
210516412414517433675130-29119103212Day (by 1pm)

74%36%37%40%39%38%61%44%41%39%-%46%42%40%36%

Special delivery - Next
16310365851092234075-206960125Day (by 9am)

30%22%23%21%23%24%55%29%22%23%-%32%24%23%21%

a

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

13652474254*173152-13412770SPECIFY)
27%13%12%15%11%12%3%21%17%16%-%20%14%10%12%

a

-1518151821231122-418730None of these
-%5%4%5%5%5%39%4%6%7%-%6%6%3%5%

a

-23325--12-*116Don't know
-%1%1%1%*%1%-%-%1%1%-%1%*%*%1%

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
101011224085617398320179292775Unweighted total

7117132704003756226105188585Weighted total

Royal Mail signed for
38481672542431121571153401st Class

52%74%61%60%62%63%65%56%53%55%61%58%

c

Royal Mail signed for
45251018615195550491382nd Class

58%51%33%35%37%21%42%34%24%48%26%24%

aacacd

523711216620321145183232Royal Mail Tracked
76%15%36%54%42%41%55%57%50%49%44%40%

a

Special delivery - Next
2575991501930975583212Day (by 1pm)

29%45%90%37%37%38%52%53%43%52%44%36%

c

Special delivery - Next
332457961317592951125Day (by 9am)

46%25%27%27%21%24%35%30%26%27%27%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

23213956111731263470SPECIFY)
25%31%27%8%14%14%29%30%14%25%18%12%

acacc

-2--16192-671130None of these
-%15%-%-%6%5%5%-%3%6%6%5%

ddd

----24----26Don't know
-%-%-%-%1%1%-%-%-%-%1%1%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
623152236711267733556758677754670745775Unweighted total
46012520496*179547404565502566493558585Weighted total

Royal Mail signed for
271694291-1163242383342883332913283401st Class

59%55%22%59%-%65%59%59%59%57%59%59%59%58%

Royal Mail signed for
105331118-541301071381291341211321382nd Class

23%26%4%24%-%30%24%26%24%26%24%25%24%24%

b

179538193-90222172228204223200221232Royal Mail Tracked
39%42%39%39%-%50%41%43%40%41%39%40%40%40%

ab

Special delivery - Next
155579176-72200171208186206190203212Day (by 1pm)

34%45%47%35%-%40%37%42%37%37%36%38%36%36%

bb

Special delivery - Next
96296100-4711496123108121107119125Day (by 9am)
21%23%28%20%-%26%21%24%22%22%21%22%21%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

4920256-366955706570636870SPECIFY)
11%16%11%11%-%20%13%14%12%13%12%13%12%12%

ab

255227*62318272727192730None of these
5%4%8%5%100%3%4%4%5%5%5%4%5%5%

5*-3-163326466Don't know
1%*%-%1%-%1%1%1%*%*%1%1%1%1%

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
31945659446126130522118166447184775Unweighted total
24334343841999040783126381149585Weighted total

Royal Mail signed for
1481922542356542364772221863401st Class

61%56%58%56%57%60%58%56%57%59%62%58%58%

Royal Mail signed for
5682959331996193891451382nd Class
23%24%22%21%33%21%24%23%30%23%43%30%24%

c

90141173144035156365614165232Royal Mail Tracked
37%41%40%35%41%38%38%43%44%37%72%44%40%

Special delivery - Next
76136153213738149245016*57212Day (by 1pm)
31%40%35%52%38%42%37%29%40%43%31%39%36%

bca

Special delivery - Next
448096522267917299136125Day (by 9am)
18%23%22%12%22%29%19%20%23%25%50%24%21%

b

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

204948121114217429*4570SPECIFY)
8%14%11%2%21%12%10%20%33%23%38%31%12%

bbcb

102119294252116*1630None of these
4%6%4%5%9%4%6%2%9%15%11%11%5%

c

236--*5*----6Don't know
1%1%1%-%-%*%1%1%-%-%-%-%1%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
381991405011334895812130169775Unweighted total
1783213174211351846563585Weighted total

Royal Mail signed for
126189123092311304443401st Class
69%71%55%70%73%71%84%66%60%65%75%69%58%

a

Royal Mail signed for
3*9386566102131382nd Class

17%3%29%24%46%15%50%16%35%22%36%20%24%

acaca

8487617413717226232Royal Mail Tracked
48%53%26%58%33%40%42%37%41%38%44%41%40%

bb

Special delivery - Next
82125719717923127212Day (by 1pm)

46%23%38%36%39%46%65%48%52%51%29%42%36%

dbb

Special delivery - Next
31103410210612314125Day (by 9am)

19%8%30%20%26%24%20%28%34%26%59%23%21%

acd

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

*24124*2222670SPECIFY)
2%19%13%4%14%9%4%4%13%4%48%10%12%

cacd

--2--1-2-2*130None of these
-%-%7%-%-%3%-%6%-%4%2%2%5%

-1*-*-**-*-16Don't know
-%13%*%-%*%-%1%*%-%*%-%2%1%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
39396662596743431961334114775Unweighted total
354643815441343277193787585Weighted total

Royal Mail signed for
2224195430202016501027483401st Class
62%52%45%67%56%48%61%52%65%55%72%55%58%

gjgjgj

Royal Mail signed for
11101126869717-13201382nd Class
31%22%25%32%16%15%28%23%22%-%33%23%24%

ghg

1291941241214123072131232Royal Mail Tracked
35%21%43%50%45%30%40%37%39%38%57%35%40%

kagkkkadgk

Special delivery - Next
17102025171414831102025212Day (by 1pm)
49%21%47%31%32%35%43%26%40%51%53%28%36%

aekaekkakaeik

Special delivery - Next
88716135108173723125Day (by 9am)

22%17%16%19%24%12%31%25%22%18%18%26%21%

gg

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

863169413741970SPECIFY)
22%12%6%20%16%10%2%11%9%21%3%10%12%

bdfjbdfjf

223852*22--430None of these
5%5%6%9%10%5%1%7%3%-%-%4%5%

dd

*--2--111-**6Don't know
*%-%-%2%-%-%3%3%1%-%1%*%1%

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
144188282161775Unweighted total
124176142144585Weighted total

Royal Mail signed for
6510487853401st Class
53%59%61%59%58%

Royal Mail signed for
314133331382nd Class
25%23%23%23%24%

40775559232Royal Mail Tracked
33%44%39%41%40%

d

Special delivery - Next
47575354212Day (by 1pm)
38%32%38%38%36%

Special delivery - Next
23343533125Day (by 9am)
18%19%25%23%21%

I send urgent or tracked
mail by a carrier other
than Royal Mail (PLEASE

1629111470SPECIFY)
13%16%7%10%12%

b

7155430None of these
6%9%3%3%5%

ab

*2316Don't know
*%1%2%*%1%

-----Refused
-%-%-%-%-%
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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 using RM (QV4=1) for urgent, tracked or timed delivery of letters, large letters or parcels/packets (QV6b1/2/3=1-3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1185890290325550791353369601510Unweighted total

343070278352629153810751137Weighted total

Standard Stamped Mail
1818361822432936196917201st Class
54%58%52%65%69%46%37%41%51%64%63%

cecedbcde

Standard Stamped Mail
1318361391862637165395652nd Class
37%60%52%50%53%42%36%43%42%50%50%

eeeebde

1st Class large letter
5913719212237239251stamps

16%29%18%25%26%19%22%20%18%22%22%

ee

2nd Class large letter
3311415610135146156stamps
9%10%16%15%16%15%16%20%13%14%14%

a

Franked / metered mail
84103310194510881071st Class

22%15%14%12%3%31%43%35%27%8%9%

abaaaaabeaa

Franked / metered mail
1049251617458881052nd Class
29%14%13%9%5%27%45%34%20%8%9%

abcdaaaababeaba

**26621111921PPI - PPI 2nd Class
1%1%3%2%2%4%6%4%3%2%2%

aa

**3552**11416PPI - PPI 1st Class
1%1%4%2%2%3%5%2%3%1%1%

aa
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
180189207934102851121779436162521141510Unweighted total

53586196499851211779231162681291137Weighted total

Standard Stamped Mail
294040612644479102662212534757201st Class
54%68%64%63%65%52%66%57%71%70%77%50%58%63%

bfhmmhmabfhmabfghij

km

Standard Stamped Mail
3527314724152698748156922695652nd Class
65%47%50%49%42%62%58%49%52%47%42%32%54%50%

abcdefijbbbcijlbcibbb
kl

1st Class large letter
11141620924201942198391523251stamps
21%24%26%22%24%24%16%24%20%25%24%22%18%22%

g

2nd Class large letter
991312510122016111271414156stamps

16%15%21%13%10%14%16%9%12%5%17%21%11%14%

fadefijfdf

Franked / metered mail
65108677519531311151071st Class

12%8%16%9%8%8%4%11%6%11%8%16%12%9%

gcegijlgegg

Franked / metered mail
7710816761657147131052nd Class

13%12%17%8%6%8%5%9%6%23%9%10%10%9%

gjgcefgijcefghij

*21183*15*-3-521PPI - PPI 2nd Class
1%3%2%2%3%*%1%3%*%-%2%-%4%2%

*11133-*6*-*2216PPI - PPI 1st Class
1%2%2%1%3%-%*%3%*%-%*%3%1%1%

ccc
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
209130147310376121264934716134145351510Unweighted total
1181019277860437114332961212688211137Weighted total

Standard Stamped Mail
786421815392507222192891964147201st Class
66%63%65%63%57%63%66%65%73%72%72%67%63%

hehh

Standard Stamped Mail
485161414242454319149451036155652nd Class
41%51%51%49%56%38%59%50%37%39%41%72%50%

bbdgbdgdgbcdeg

1st Class large letter
16235721798142376246164251stamps
14%23%26%21%19%37%9%26%20%21%18%19%22%

baabdefhfh

2nd Class large letter
12144491076513250111123156stamps
10%14%18%12%15%11%5%17%9%2%13%14%14%

accdf

Franked / metered mail
159222854228*14132711071st Class
13%9%8%10%10%24%1%5%11%8%8%4%9%

eabcdefhef

Franked / metered mail
198725804325*1882711052nd Class
16%9%9%9%10%22%1%6%7%8%8%3%9%

aefabdefh

120615103-6*-1-21PPI - PPI 2nd Class
1%2%2%2%2%3%-%2%*%-%2%-%2%

11661063-7*-*-16PPI - PPI 1st Class
1%2%2%1%1%3%-%2%*%-%*%-%1%
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3952818305614541510Unweighted total
2902026415610821137Weighted total

Standard Stamped Mail
180119420436777201st Class

62%59%65%77%63%63%

ba

Standard Stamped Mail
13695332285375652nd Class

47%47%52%50%50%50%

1st Class large letter
70571238243251stamps
24%28%19%15%22%22%

aa

2nd Class large letter
5027794152156stamps
17%13%12%7%14%14%

a

Franked / metered mail
353338*1071071st Class
12%16%6%*%10%9%

aab

Franked / metered mail
323140*1051052nd Class
11%15%6%1%10%9%

aab

1335-2121PPI - PPI 2nd Class
5%1%1%-%2%2%

ab

917-1616PPI - PPI 1st Class
3%*%1%-%2%1%

ab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
3757373985514551-3264332011351510Unweighted total
214537387221115*-122171919241137Weighted total

Standard Stamped Mail
1023462728712---224946187201st Class

48%64%70%34%64%-%-%-%100%82%21%49%67%63%

cbcbcjcjbcj

Standard Stamped Mail
872811979556--**26784785652nd Class
41%52%51%38%50%-%-%41%11%82%36%41%52%50%

ccbbcj

1st Class large letter
51141583248----2148200251stamps
24%26%15%15%22%-%-%-%-%79%9%25%22%22%

aaccc

2nd Class large letter
3486364152----2230122156stamps
16%16%9%16%14%-%-%-%-%79%10%16%13%14%

aa

Franked / metered mail
435695103--*-*438641071st Class
20%10%2%21%9%-%-%59%-%12%23%20%7%9%

abaaiaaiai

Franked / metered mail
46536799--*-*640591052nd Class
22%10%1%30%9%-%-%59%-%14%35%21%6%9%

abaaiaabiai

156*417*---*411621PPI - PPI 2nd Class
7%1%*%18%2%100%-%-%-%4%22%6%1%2%

ababiaabiai

106*314*---*27716PPI - PPI 1st Class
4%1%*%12%1%100%-%-%-%4%14%4%1%1%

ababiabiai
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810112731056477600145588913511510Unweighted total
*4317234799574331244910896099951137Weighted total

Standard Stamped Mail
-2*58206504611772786853726337201st Class
-%50%5%32%34%42%65%62%57%62%63%61%64%63%

bceee

Standard Stamped Mail
-2*1213184963661552115412865045652nd Class
-%50%16%73%55%38%50%49%49%47%50%47%51%50%

b

1st Class large letter
--*36822516761103241212206251stamps
-%-%2%20%25%16%23%22%19%23%22%35%21%22%

acdef

2nd Class large letter
--*5441391034570152122140156stamps
-%-%2%28%19%8%14%14%14%16%14%20%14%14%

acdef

Franked / metered mail
-**15128686405510487981071st Class
-%3%3%9%20%26%9%12%13%12%10%14%10%9%

aaac

Franked / metered mail
-2*46127788454810276991052nd Class
-%48%5%23%28%26%8%12%14%11%9%13%10%9%

aacacc

**2223101471319161621PPI - PPI 2nd Class
100%3%79%12%8%7%1%2%2%3%2%3%2%2%

aaa

**1*21101251114131216PPI - PPI 1st Class
100%3%41%1%8%1%1%2%2%2%1%2%1%1%

ab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
122973633564273-3-49145701510Unweighted total
11168249272389*-*-5594291137Weighted total

Standard Stamped Mail
771159179268----4-52697201st Class

67%42%64%66%69%-%-%-%-%69%-%56%63%63%

ddd

Standard Stamped Mail
869130137198*-*-4441995652nd Class

72%41%52%50%51%56%-%56%-%69%77%47%46%50%

ddd

1st Class large letter
640666267----2*199251stamps

54%24%27%23%17%-%-%-%-%35%10%12%23%22%

aa

2nd Class large letter
*30393944----43163156stamps
1%18%15%14%11%-%-%-%-%69%58%11%15%14%

a

Franked / metered mail
158221211*-*--**541071st Class
8%35%9%4%3%13%-%13%-%-%7%3%13%9%

abcab

Franked / metered mail
*43232510*-*--*2451052nd Class
5%25%9%9%3%13%-%13%-%-%6%22%11%9%

abcaa

-7624*-*-2*-1121PPI - PPI 2nd Class
-%4%2%1%1%30%-%30%-%31%3%-%3%2%

ab

-4622*-*--*-1016PPI - PPI 1st Class
-%2%2%1%1%30%-%30%-%-%3%-%2%1%

a
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
131442911419223303459981591282051510Unweighted total

6108365107313421293364128971571137Weighted total

Standard Stamped Mail
*68535685721319323473581097201st Class
6%63%54%64%54%64%66%86%53%57%60%69%63%

ccd

Standard Stamped Mail
35383652956141412276145745652nd Class

49%50%56%49%42%66%48%76%42%48%46%47%50%

c

1st Class large letter
*241112403166628292340251stamps
3%22%17%22%23%27%23%86%13%22%24%26%22%

dd

2nd Class large letter
-1521314322741212201720156stamps
-%14%20%13%17%34%14%67%19%15%17%13%14%

ac

Franked / metered mail
310189923228*12217151071st Class

49%9%13%9%17%11%10%8%19%16%7%10%9%

aabb

Franked / metered mail
110179821124*91511131052nd Class

13%9%11%9%16%6%8%10%14%11%12%8%9%

a

*193185*8-832*21PPI - PPI 2nd Class
2%2%4%2%4%2%3%-%13%2%2%*%2%

abc

*141153*7-712116PPI - PPI 1st Class
2%1%2%1%2%2%2%-%10%1%2%1%1%

abc
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-197132539813446625203130621510Unweighted total
-11097727410534413157100481137Weighted total

Standard Stamped Mail
-736171995821999358307201st Class
-%67%63%73%56%64%65%60%57%62%63%

b

Standard Stamped Mail
-584961395915138358255652nd Class
-%53%51%51%56%44%25%53%58%51%50%

a

1st Class large letter
-35197762479335258251stamps
-%32%20%28%23%23%23%22%24%17%22%

bb

2nd Class large letter
-261364528421372511156stamps
-%23%14%16%27%12%8%24%25%22%14%

aba

Franked / metered mail
-159735847418881071st Class
-%13%10%13%8%14%33%11%8%17%9%

Franked / metered mail
-139929939216871052nd Class
-%12%10%11%8%11%15%10%8%15%9%

-616658253521PPI - PPI 2nd Class
-%5%2%2%5%2%13%3%3%11%2%

bb

-712728211416PPI - PPI 1st Class
-%6%1%3%2%2%13%1%1%7%1%

abbb
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
14974114852187913446142463360-1398393031510Unweighted total

5673847379605992493335255-715752031137Weighted total

Standard Stamped Mail
3322666245371632463196174-483501387201st Class

70%48%79%64%61%64%89%67%58%68%-%68%61%68%63%

bbb

Standard Stamped Mail
1511353166286502247177105-36273955652nd Class

18%76%42%44%47%51%50%50%53%41%-%51%47%47%50%

aca

1st Class large letter
2137237912112064237663-3120081251stamps

37%20%28%24%35%21%89%24%23%25%-%44%35%40%22%

bacb

2nd Class large letter
1144113581221402185939-2012137156stamps

17%21%13%15%20%14%50%19%17%15%-%29%21%18%14%

aacab

Franked / metered mail
274100508497*144135-1485291071st Class

39%11%12%13%14%10%11%15%12%14%-%19%15%14%9%

aa

Franked / metered mail
110270437699*114025-1274221052nd Class

19%15%8%11%12%10%6%12%12%10%-%18%13%11%9%

a

11912121616-3125-415421PPI - PPI 2nd Class
13%3%1%3%3%2%-%3%3%2%-%6%3%2%2%

aaab

21114111312-5117-711516PPI - PPI 1st Class
34%2%2%3%2%1%-%5%3%3%-%9%2%3%1%

aab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
10131539982115983962762793991510Unweighted total

81492268886048611841902731137Weighted total

Standard Stamped Mail
667113227203241127951927201st Class

68%43%76%49%47%84%67%66%69%50%70%63%

bbbbb

Standard Stamped Mail
444135653332228791251035652nd Class

52%28%43%60%82%39%47%46%43%66%38%50%

aacde

1st Class large letter
33271422511515564179251stamps

36%22%24%31%21%29%32%24%31%21%29%22%

bbbb

2nd Class large letter
-114156115810314436156stamps
-%10%6%20%23%13%17%16%17%23%13%14%

aa

Franked / metered mail
-1*371107982129441071st Class
-%8%2%11%10%12%19%14%11%15%16%9%

Franked / metered mail
-1*4105691081632361052nd Class
-%8%2%21%15%8%20%13%9%17%13%9%

acc

*3*221121569721PPI - PPI 2nd Class
4%21%1%8%3%1%2%8%3%5%2%2%

aa

*1*1121615751016PPI - PPI 1st Class
4%9%1%3%2%2%1%9%4%2%4%1%

abe
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
128322748130333671432840147812021462123714491510Unweighted total

94818936971322610656061103874108690010761137Weighted total

Standard Stamped Mail
6061142262421566643966985476825616747201st Class

64%60%62%64%64%69%62%65%63%63%63%62%63%63%

b

Standard Stamped Mail
487782049931115343025544405484595445652nd Class

51%41%56%51%100%49%50%50%50%50%50%51%51%50%

a

1st Class large letter
200518219-83236156248207243225240251stamps

21%27%22%23%-%37%22%26%23%24%22%25%22%22%

ab

2nd Class large letter
125312141-4414589153129149138147156stamps

13%16%6%15%-%20%14%15%14%15%14%15%14%14%

ab

Franked / metered mail
8820*88-291046510489105981031071st Class

9%10%1%9%-%13%10%11%9%10%10%11%10%9%

Franked / metered mail
8520*89-261036210281105951031052nd Class

9%11%1%9%-%11%10%10%9%9%10%11%10%9%

1011216-82013212021182121PPI - PPI 2nd Class
1%6%5%2%-%4%2%2%2%2%2%2%2%2%

bb

97*13-111611161616141616PPI - PPI 1st Class
1%4%1%1%-%5%2%2%1%2%2%2%2%1%

bab
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
621889127967151281105116919847102071510Unweighted total
482656957561151998101181503531641137Weighted total

Standard Stamped Mail
315405603347511452275951821007201st Class

65%62%63%62%65%57%64%64%64%52%76%61%63%

c

Standard Stamped Mail
2583074812258964184678161815652nd Class

54%47%50%40%50%48%52%39%52%45%19%50%50%

aa

1st Class large letter
10414720414314517529347*34251stamps

22%22%21%25%27%23%22%25%23%19%13%21%22%

2nd Class large letter
69861256243410417327*34156stamps
14%13%13%11%21%17%13%15%21%20%13%21%14%

c

Franked / metered mail
3474905122963162131221071st Class

7%11%9%10%10%14%8%13%14%8%21%13%9%

bbb

Franked / metered mail
327487414346011164*181052nd Class

7%11%9%7%12%17%7%9%11%11%8%11%9%

bab

9121146411762*821PPI - PPI 2nd Class
2%2%1%8%5%2%1%6%4%6%4%5%2%

ccbc

71094457541*516PPI - PPI 1st Class
1%1%1%7%3%2%1%4%3%3%4%3%1%

ccbb
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8228177861261844810769144503481510Unweighted total
44106032467217412353121321137Weighted total

Standard Stamped Mail
3273520245692814337837201st Class
73%73%58%62%52%78%50%69%60%62%61%63%63%

bbdbd

Standard Stamped Mail
2153317343512169234735652nd Class
47%49%55%52%74%49%66%39%39%43%30%55%50%

acacbcd

1st Class large letter
135158924314716435251stamps
30%53%24%24%20%34%18%35%29%31%37%26%22%

bdbd

2nd Class large letter
6213711133538125156stamps

14%16%21%21%25%18%16%13%14%15%5%19%14%

ab

Franked / metered mail
5*83611296113181071st Class

12%4%13%11%12%16%13%23%27%21%27%14%9%

daaa

Franked / metered mail
21837525473141052nd Class
5%15%13%9%16%7%14%11%18%12%25%11%9%

cac

**31221111*421PPI - PPI 2nd Class
*%*%4%3%3%3%7%3%5%3%*%3%2%

1*3*141313*416PPI - PPI 1st Class
3%*%4%1%3%6%7%7%6%5%2%3%1%
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
857812710899125839338821682351510Unweighted total
7091871319389626615530731901137Weighted total

Standard Stamped Mail
44624076556445429924441257201st Class
63%68%46%58%59%72%72%64%64%79%61%66%63%

jjjhijjjjjj

Standard Stamped Mail
3642516241373337811930965652nd Class
52%46%59%47%44%41%53%57%52%61%41%51%50%

bghgg

1st Class large letter
12121126282010134322350251stamps
17%14%12%20%30%23%17%20%28%6%31%26%22%

fjkljfjklfjkljk

2nd Class large letter
4713818125113051034156stamps
6%8%15%6%20%14%7%16%19%17%13%18%14%

ilfiklilfiklfikl

Franked / metered mail
44512913462036211071st Class
5%5%6%9%10%14%7%9%13%11%8%11%9%

jkljkl

Franked / metered mail
251213119751727171052nd Class
2%6%13%10%12%10%12%7%11%6%9%9%9%

lllllll

-2*23*11423421PPI - PPI 2nd Class
-%2%*%1%3%*%1%2%3%6%4%2%2%

-**-5***4*2416PPI - PPI 1st Class
-%*%*%-%5%*%*%*%3%2%3%2%1%

gijl
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
2903325643241510Unweighted total
2483132822941137Weighted total

Standard Stamped Mail
1451961861937201st Class

59%62%66%66%63%

d

Standard Stamped Mail
1291401511455652nd Class

52%45%53%49%50%

c

1st Class large letter
35756774251stamps
14%24%24%25%22%

ddd

2nd Class large letter
24384549156stamps

9%12%16%17%14%

dd

Franked / metered mail
133530301071st Class

5%11%11%10%9%

ddd

Franked / metered mail
183329251052nd Class

7%10%10%9%9%

256821PPI - PPI 2nd Class
1%2%2%3%2%

*55716PPI - PPI 1st Class
*%2%2%2%1%

dd
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QV6d.3 Which, if any, of the following Royal Mail services does your organisation use to send your standard letters?
Base: All using RM (QV4=1) for standard delivery of letters, large letters or parcels/packets (QV6b1/2/3=4)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

2459831113437Royal Mail product?
5%8%5%2%1%4%5%5%3%2%2%

aabaaaa

Changed post from a
lower cost Royal Mail
product to a higher cost

**3451-*11516Royal Mail product
1%1%3%1%1%1%-%2%1%1%1%

a

Switched from Royal Mail
to other postal service

*-492*-**1919providers
*%-%4%2%*%*%-%1%*%1%1%

aae

Switched from other
postal service providers

-*1241--11111to Royal Mail
-%1%1%1%1%1%-%-%2%1%1%

a

Or has not changed mail
4144943956227110164516701741in the last 12 months?
94%91%88%94%96%93%92%92%94%95%95%

ccd

Don't Know (DO NOT READ
---251***1212OUT)
-%-%-%*%1%1%3%1%*%1%1%

ab
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

2313027162*42537Royal Mail product?
2%3%1%2%1%5%1%2%1%1%2%2%2%2%

gjk

Changed post from a
lower cost Royal Mail
product to a higher cost

**114211---92*16Royal Mail product
1%*%1%1%1%1%1%-%-%-%3%2%*%1%

aefjlmf

Switched from Royal Mail
to other postal service

**11832-5--2-619providers
*%1%1%1%2%1%-%2%-%-%1%-%3%1%

mmgm

Switched from other
postal service providers

11*921-42-***11to Royal Mail
1%1%*%1%1%1%-%1%1%-%*%*%*%1%

Or has not changed mail
8087951479141134178272137642531041961741in the last 12 months?
96%94%96%95%93%91%99%94%97%99%93%94%95%95%

hhacfhijlhh

Don't Know (DO NOT READ
-1-1222*2*-52-12OUT)
-%1%-%1%1%1%*%1%*%-%2%2%-%1%

kmkm
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

1351026913134-6*37Royal Mail product?
1%2%3%2%1%1%5%3%2%-%4%1%2%

ghh

Changed post from a
lower cost Royal Mail
product to a higher cost

*1611510**42-*-16Royal Mail product
*%1%*%1%1%*%1%1%1%-%*%-%1%

Switched from Royal Mail
to other postal service

21731652-10--3-19providers
1%1%1%1%1%1%-%2%-%-%2%-%1%

dhd

Switched from other
postal service providers

*11295-*5*--*11to Royal Mail
*%1%1%1%1%-%*%1%*%-%-%1%1%

Or has not changed mail
178156339913436801325247917947135371741in the last 12 months?

97%95%96%95%95%97%93%93%96%100%94%98%95%

e

Don't Know (DO NOT READ
11111282*2*---12OUT)
1%1%*%1%1%1%*%*%*%-%-%-%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

8622-3737Royal Mail product?
2%2%2%-%2%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

673-1616Royal Mail product
2%3%*%-%1%1%

aa

Switched from Royal Mail
to other postal service

846-1919providers
2%2%1%-%1%1%

aa

Switched from other
postal service providers

921-1111to Royal Mail
2%1%*%-%1%1%

aa

Or has not changed mail
352247112111516261741in the last 12 months?

91%91%97%100%94%95%

bca

Don't Know (DO NOT READ
45*-1212OUT)
1%2%*%-%1%1%

aa
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

101412631----2452637Royal Mail product?
4%2%1%18%2%-%-%-%-%45%15%2%2%2%

ababiabi

Changed post from a
lower cost Royal Mail
product to a higher cost

682*16-----*51016Royal Mail product
2%1%*%1%1%-%-%-%-%-%2%2%1%1%

aaai

Switched from Royal Mail
to other postal service

1252514-----57719providers
4%1%*%15%1%-%-%-%-%-%19%3%*%1%

ababiabiai

Switched from other
postal service providers

821210-----26311to Royal Mail
3%*%*%6%1%-%-%-%-%-%8%3%*%1%

abaiaiai

Or has not changed mail
232676833191722*-1221421315091741in the last 12 months?

87%94%98%60%95%100%-%100%100%55%56%90%96%95%

cbcbcjcjbcj

Don't Know (DO NOT READ
*102-12------*1212OUT)
*%1%*%-%1%-%-%-%-%-%-%*%1%1%

ac
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

-21-2*1827111523191837Royal Mail product?
-%45%38%-%10%*%2%2%3%3%2%3%2%2%

ab

Changed post from a
lower cost Royal Mail
product to a higher cost

-2-2-*610109108816Royal Mail product
-%50%-%12%-%1%1%1%3%2%1%1%1%1%

abcfa

Switched from Royal Mail
to other postal service

--1*-29158171291019providers
-%-%38%3%-%3%1%1%2%3%1%1%1%1%

aabcf

Switched from other
postal service providers

---*--106410108611to Royal Mail
-%-%-%*%-%-%1%1%1%2%1%1%1%1%

acf

Or has not changed mail
**11418481025102737547511076209971741in the last 12 months?

100%5%24%85%78%92%96%94%91%89%94%92%95%95%

ccdebdedbde

Don't Know (DO NOT READ
---*3268461091012OUT)
-%-%-%1%12%3%1%1%1%1%1%1%1%1%

aba
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

-5756-----*-1537Royal Mail product?
-%3%3%2%1%-%-%-%-%-%2%-%3%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

*2224-----**916Royal Mail product
3%1%1%1%1%-%-%-%-%-%2%1%2%1%

Switched from Royal Mail
to other postal service

-5321----2-41119providers
-%3%1%1%*%-%-%-%-%31%-%42%2%1%

ab

Switched from other
postal service providers

2*4*3----*22711to Royal Mail
17%*%2%*%1%-%-%-%-%1%29%20%1%1%

bd

Or has not changed mail
91612532684141-**4544631741in the last 12 months?

80%93%93%95%96%100%-%100%100%69%68%38%91%95%

c

Don't Know (DO NOT READ
-*433-------612OUT)
-%*%1%1%1%-%-%-%-%-%-%-%1%1%

d
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

*232352*13-244437Royal Mail product?
2%2%2%2%1%*%4%-%3%3%4%2%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

-104123*6**22416Royal Mail product
-%1%4%1%2%*%2%10%*%2%2%2%1%

a

Switched from Royal Mail
to other postal service

299102-151562319providers
39%1%10%1%1%-%4%35%7%4%2%1%1%

acab

Switched from other
postal service providers

-10110*-10-433*11to Royal Mail
-%1%1%1%*%-%3%-%6%2%2%*%1%

caaa

Or has not changed mail
41102771664152232992611281061761741in the last 12 months?

59%95%83%95%94%99%87%55%84%89%89%92%95%

baad

Don't Know (DO NOT READ
-10-122-2--*2412OUT)
-%1%-%1%1%-%1%-%-%*%1%2%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

-118769*96337Royal Mail product?
-%1%2%2%5%2%1%5%5%5%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

-37354-45*16Royal Mail product
-%2%1%1%4%1%-%2%4%*%1%

ba

Switched from Royal Mail
to other postal service

-*10212511111519providers
-%*%1%1%9%1%7%6%9%8%1%

a

Switched from other
postal service providers

-15329-51511to Royal Mail
-%*%1%1%1%2%-%3%1%9%1%

b

Or has not changed mail
-10692930410536914147100481741in the last 12 months?
-%93%95%93%81%92%92%83%82%77%95%

b

Don't Know (DO NOT READ
-477-6-*-*12OUT)
-%3%1%2%-%1%-%*%-%1%1%

bb
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

*18121119182*99-217937Royal Mail product?
1%3%1%3%3%2%39%*%3%3%-%2%3%3%2%

a

Changed post from a
lower cost Royal Mail
product to a higher cost

*68788-445-37416Royal Mail product
9%1%1%2%1%1%-%4%1%2%-%3%1%1%1%

bb

Switched from Royal Mail
to other postal service

-789910-61011--8119providers
-%1%1%2%1%1%-%6%3%3%-%-%1%*%1%

Switched from other
postal service providers

-551076-476-25311to Royal Mail
-%1%1%2%1%1%-%4%2%2%-%3%1%1%1%

ab

Or has not changed mail
5648865404616993388301302-715312421741in the last 12 months?

87%94%95%90%92%95%61%86%90%90%-%89%92%92%95%

bc

Don't Know (DO NOT READ
*796910-*42-28612OUT)
3%1%1%1%1%1%-%*%1%1%-%2%1%2%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

---371914**55737Royal Mail product?
-%-%-%100%3%2%1%1%2%3%3%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

--16-572462316Royal Mail product
-%-%100%-%1%1%4%6%2%1%1%1%

ab

Switched from Royal Mail
to other postal service

-19--8102257919providers
-%100%-%-%1%1%4%3%2%4%3%1%

Switched from other
postal service providers

11---563276611to Royal Mail
100%-%-%-%1%1%5%3%3%3%2%1%

Or has not changed mail
----64681442592161702481741in the last 12 months?
-%-%-%-%94%95%83%85%89%89%91%95%

e

Don't Know (DO NOT READ
----792251112OUT)
-%-%-%-%1%1%4%3%2%*%*%1%

ababab
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

289133-63217372635293537Royal Mail product?
2%3%3%2%-%2%2%2%2%2%2%2%2%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

106211-51111141313111316Royal Mail product
1%2%3%1%-%1%1%1%1%1%1%1%1%1%

ba

Switched from Royal Mail
to other postal service

811211-81712191819171919providers
*%4%4%1%-%2%1%1%1%1%1%1%1%1%

bab

Switched from other
postal service providers

7429-611511111091011to Royal Mail
*%2%3%1%-%2%1%*%1%1%1%1%1%1%

baa

Or has not changed mail
151622546149433281539900167312111525113815011741in the last 12 months?

96%87%86%95%100%93%95%95%95%94%95%94%95%95%

abc

Don't Know (DO NOT READ
112-10-212681012111112OUT)

1%1%-%1%-%1%1%1%*%1%1%1%1%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

132426291418565*1237Royal Mail product?
2%2%2%3%5%5%1%3%3%10%4%5%2%

cbbb

Changed post from a
lower cost Royal Mail
product to a higher cost

115113237642-316Royal Mail product
*%2%1%4%1%1%*%4%2%4%-%1%1%

bcbc

Switched from Royal Mail
to other postal service

7127*12210797-1619providers
1%1%*%*%6%1%1%4%4%14%-%7%1%

bcbcb

Switched from other
postal service providers

6532721851-611to Royal Mail
1%1%*%2%4%1%*%5%2%1%-%2%1%

ccbbc

Or has not changed mail
80693515056915626913181421963862041741in the last 12 months?

96%93%96%91%84%92%97%84%89%71%94%85%95%

aabaaca

Don't Know (DO NOT READ
398-*47*****12OUT)
*%1%1%-%*%1%*%*%*%*%2%*%1%
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

*133231121*437Royal Mail product?
*%7%3%8%5%4%6%3%8%2%1%3%2%

dbdac

Changed post from a
lower cost Royal Mail
product to a higher cost

***-*1*1*1*116Royal Mail product
*%3%*%-%*%1%*%1%1%1%*%1%1%

Switched from Royal Mail
to other postal service

--31322243-319providers
-%-%3%2%6%2%11%4%14%5%-%2%1%

dcabc

Switched from other
postal service providers

*-*1*-*1-1-*11to Royal Mail
*%-%*%3%*%-%2%2%-%2%-%*%1%

ca

Or has not changed mail
70139637417415432159111341741in the last 12 months?
99%91%93%87%88%92%81%89%76%90%97%94%95%

abcbddd

Don't Know (DO NOT READ
--*********112OUT)
-%-%*%*%*%*%1%1%*%1%1%*%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 89  (continuation)                                                                                                                                                   Page 1693

QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

144*3333725137Royal Mail product?
1%2%3%*%3%2%3%3%3%3%4%*%2%

aaaaaiaiaiaiai

Changed post from a
lower cost Royal Mail
product to a higher cost

*22262-11--*16Royal Mail product
*%1%1%1%4%1%-%1%*%-%-%*%1%

abdfl

Switched from Royal Mail
to other postal service

--292-1*4*--19providers
-%-%1%5%2%-%1%*%2%1%-%-%1%

abdegjklaa

Switched from other
postal service providers

--4*41*-2--*11to Royal Mail
-%-%2%*%3%1%*%-%1%-%-%*%1%

aae

Or has not changed mail
117158155178117128101111229491262721741in the last 12 months?

99%97%93%93%88%94%94%96%94%96%93%99%95%

bdfghijhhhhhbcdefghijk

Don't Know (DO NOT READ
--*2221-1-5-12OUT)
-%-%*%1%1%1%1%-%*%-%4%-%1%

aaadejkl
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

Changed some of your
postal volume from
higher cost Royal Mail
product to a lower cost

9714737Royal Mail product?
2%1%3%2%2%

Changed post from a
lower cost Royal Mail
product to a higher cost

492*16Royal Mail product
1%2%1%*%1%

aab

Switched from Royal Mail
to other postal service

2116*19providers
*%2%1%*%1%

ada

Switched from other
postal service providers

452*11to Royal Mail
1%1%*%*%1%

a

Or has not changed mail
4304234414461741in the last 12 months?

96%92%95%97%95%

cbc

Don't Know (DO NOT READ
*52512OUT)
*%1%*%1%1%

dd
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QV7a. In the last 12 months, has your organisation:
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
137112320414132469110Unweighted total

2513251951137883Weighted total

222841*112527Price increases
63%42%12%34%20%27%10%47%21%32%32%

Changes in the type of
-*-21*-**55mail sent
-%7%-%8%6%9%-%4%12%6%6%

Better quality of
-*423*-**1111service
-%8%32%8%16%8%-%4%11%13%13%

Became more aware of
*---2***-33alternatives
7%-%-%-%10%5%30%4%-%4%4%

Due to internal cost
*-254*-**1213cutting

11%-%14%20%20%8%-%14%6%16%15%

--21***--55Convenience
-%-%14%4%3%3%24%-%-%7%6%

147882**12931Other (PLEASE SPECIFY)
26%90%56%34%40%46%66%26%51%37%38%

Don't Know (DO NOT READ
---*-----**OUT)
-%-%-%1%-%-%-%-%-%*%*%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
161013717125135213410110Unweighted total

354718112154*1541183Weighted total

1222241-42*51527Price increases
31%48%44%30%47%9%-%26%43%31%35%25%43%32%

Changes in the type of
1-14-**1*--2-5mail sent

32%-%18%5%-%3%7%7%5%-%-%44%-%6%

Better quality of
-119-3-3--2-*11service
-%17%36%12%-%29%-%24%-%-%13%-%2%13%

Became more aware of
--12-1*1-----3alternatives
-%-%26%3%-%11%2%7%-%-%-%-%-%4%

Due to internal cost
11*1123-*--3-313cutting

22%17%14%15%22%27%-%1%-%-%18%-%27%15%

--*5-2----2-15Convenience
-%-%14%7%-%17%-%-%-%-%12%-%11%6%

*112936282*31331Other (PLEASE SPECIFY)
8%29%29%40%31%52%91%55%52%69%22%31%27%38%

Don't Know (DO NOT READ
*------------*OUT)
9%-%-%-%-%-%-%-%-%-%-%-%-%*%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
1397357538753511-113110Unweighted total

47917662834326-9183Weighted total

12562181-132-3127Price increases
29%32%33%32%29%18%-%40%30%-%31%92%32%

Changes in the type of
*5144*--*---5mail sent
4%6%8%6%16%16%-%-%5%-%-%-%6%

e

Better quality of
29383-25*-*-11service

43%11%18%12%10%-%64%16%8%-%3%-%13%

Became more aware of
-3122-1*----3alternatives
-%4%7%3%6%-%30%1%-%-%-%-%4%

Due to internal cost
-13*137--3--2*13cutting
-%16%*%19%25%-%-%10%-%-%23%8%15%

b

2314*2-3--*-5Convenience
46%4%7%6%2%59%-%9%-%-%1%-%6%

3288247**164-4-31Other (PLEASE SPECIFY)
69%36%44%36%25%8%7%50%58%-%42%-%38%

h

Don't Know (DO NOT READ
*-*-*-------*OUT)
7%-%2%-%1%-%-%-%-%-%-%-%*%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
392248-110110Unweighted total
321932-8383Weighted total

13410-2727Price increases
40%19%32%-%32%32%

Changes in the type of
114-55mail sent
3%3%12%-%6%6%

Better quality of
542-1111service

16%19%6%-%13%13%

Became more aware of
1-3-33alternatives
2%-%8%-%4%4%

Due to internal cost
336-1313cutting

11%17%19%-%15%15%

222-55Convenience
5%10%6%-%6%6%

11119-3131Other (PLEASE SPECIFY)
34%57%29%-%38%38%

Don't Know (DO NOT READ
--*-**OUT)
-%-%1%-%*%*%
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
4744191694----1153163110Unweighted total
3630171370----211234783Weighted total

12105819-----841527Price increases
33%34%28%62%27%-%-%-%-%-%72%17%31%32%

Changes in the type of
*41*5-----**55mail sent
1%13%5%2%7%-%-%-%-%-%3%*%10%6%

c

Better quality of
812*10-----*8311service

22%3%13%4%15%-%-%-%-%-%4%33%6%13%

bai

Became more aware of
*21*3-----*-33alternatives
*%6%8%*%5%-%-%-%-%-%1%-%7%4%

Due to internal cost
372*12-----*31013cutting
8%24%14%1%18%-%-%-%-%-%1%12%21%15%

c

32--5------325Convenience
8%8%-%-%8%-%-%-%-%-%-%13%5%6%

1578427----22111631Other (PLEASE SPECIFY)
43%25%51%33%38%-%-%-%-%100%22%48%34%38%

Don't Know (DO NOT READ
-*--*-------**OUT)
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-2243563864762796466110Unweighted total
-322224258345255434183Weighted total

-21--2141961818151227Price increases
-%47%50%-%-%84%32%33%17%34%33%35%28%32%

eeee

Changes in the type of
---2--34345545mail sent
-%-%-%79%-%-%7%6%10%8%9%12%10%6%

Better quality of
-2-*-*77810106911service
-%53%-%2%-%16%17%13%23%20%17%14%22%13%

Became more aware of
------22122213alternatives
-%-%-%-%-%-%5%3%2%4%4%5%2%4%

Due to internal cost
---**-899798913cutting
-%-%-%20%6%-%20%15%25%14%17%19%22%15%

---*--35253225Convenience
-%-%-%20%-%-%7%9%7%10%6%4%6%6%

--1-2-1421121417111231Other (PLEASE SPECIFY)
-%-%50%-%94%-%34%36%37%27%32%26%28%38%

Don't Know (DO NOT READ
------*---*-**OUT)
-%-%-%-%-%-%1%-%-%-%1%-%1%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
225221515----24551110Unweighted total
21316914----2264283Weighted total

-7632----22*1427Price increases
-%54%39%35%11%-%-%-%-%97%90%1%33%32%

Changes in the type of
*-122-------45mail sent

13%-%5%17%16%-%-%-%-%-%-%-%9%6%

Better quality of
*23*3----**2811service

13%16%22%4%24%-%-%-%-%3%5%33%19%13%

Became more aware of
-*11*-------23alternatives
-%*%4%11%2%-%-%-%-%-%-%-%5%4%

Due to internal cost
-2412------2513cutting
-%18%27%6%14%-%-%-%-%-%-%32%13%15%

--3*-------235Convenience
-%-%18%5%-%-%-%-%-%-%-%33%8%6%

22545-----*41031Other (PLEASE SPECIFY)
87%12%33%39%36%-%-%-%-%-%5%67%23%38%

Don't Know (DO NOT READ
----*--------*OUT)
-%-%-%-%2%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*ba*e*d*c*b*aSignificance Level: 95%
376179316244220151114110Unweighted total
35216678*4411216111183Weighted total

*186202-15-843227Price increases
6%34%41%30%29%-%35%-%66%27%30%18%32%

Changes in the type of
-5-51-3**1125mail sent
-%10%-%8%8%-%8%22%*%4%10%17%6%

Better quality of
-10282-8**44211service
-%18%16%13%32%-%17%22%1%22%36%19%13%

Became more aware of
-2-31-1-*11*3alternatives
-%4%-%5%12%-%3%-%*%4%10%3%4%

Due to internal cost
27310**7-2-2213cutting

94%13%18%15%1%31%16%-%19%-%22%22%15%

*35*2-3-12-25Convenience
19%6%33%*%24%-%8%-%9%12%-%21%6%

-174271*131210*131Other (PLEASE SPECIFY)
-%34%26%40%15%69%29%78%13%62%2%8%38%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%1%-%*%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*ba*ba*b*aSignificance Level: 95%
-16632824382302114110Unweighted total
-440142527129221483Weighted total

-11241081118627Price increases
-%17%29%24%38%30%100%36%38%40%32%

Changes in the type of
-24122-22*5mail sent
-%50%9%5%8%8%-%7%8%2%6%

Better quality of
-18555-74311service
-%15%21%33%20%20%-%23%17%25%13%

Became more aware of
--1--2----3alternatives
-%-%2%-%-%8%-%-%-%-%4%

Due to internal cost
-*9235-43113cutting
-%9%22%13%10%17%-%15%11%6%15%

--225*-35*5Convenience
-%-%6%13%19%2%-%12%21%4%6%

-112868-86431Other (PLEASE SPECIFY)
-%28%29%54%24%29%-%26%26%28%38%

Don't Know (DO NOT READ
--*-------*OUT)
-%-%1%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
459594963661193939-155430110Unweighted total
*37333743412143130-7361783Weighted total

-111014151221713-111727Price increases
-%29%29%38%35%28%100%8%24%42%-%10%29%42%32%

Changes in the type of
*32254-*31-*415mail sent

59%8%7%5%12%10%-%2%10%3%-%4%11%8%6%

Better quality of
*57669-686-14411service

70%12%23%17%14%22%-%39%27%20%-%14%12%24%13%

Became more aware of
-*2221-*11--113alternatives
-%1%6%5%5%2%-%*%4%2%-%-%4%4%4%

Due to internal cost
-93589-152-*8213cutting
-%23%11%14%19%22%-%6%15%8%-%5%22%11%15%

-*3222-523--*15Convenience
-%1%9%4%4%6%-%33%8%10%-%-%1%6%6%

*1213111112-7911-511531Other (PLEASE SPECIFY)
30%33%40%29%26%28%-%48%31%37%-%79%30%30%38%

Don't Know (DO NOT READ
--*--*--------*OUT)
-%-%1%-%-%1%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*dc*baSignificance Level: 95%
1618215559581214342834110Unweighted total
1119163736367822202483Weighted total

272161210**92727Price increases
18%36%12%43%33%28%2%1%41%12%29%32%

Changes in the type of
*-3232-**325mail sent
4%-%18%5%9%6%-%4%1%15%7%6%

Better quality of
4242482363711service

32%10%22%5%11%22%27%39%25%17%30%13%

Became more aware of
-*12*2**-123alternatives
-%2%4%6%1%6%1%1%-%6%8%4%

Due to internal cost
3226931113113cutting

23%13%10%16%24%10%8%10%4%16%3%15%

a

-5-**2221*25Convenience
-%28%-%*%1%5%27%22%5%2%8%6%

38714101622781031Other (PLEASE SPECIFY)
26%42%42%37%29%44%35%27%31%40%40%38%

Don't Know (DO NOT READ
--*--*-----*OUT)
-%-%2%-%-%1%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
7931783-39101621099210486104110Unweighted total
5330763-257145816876667683Weighted total

189220-42113252125222527Price increases
33%30%24%31%-%17%30%29%31%31%33%34%33%32%

Changes in the type of
24-5-143555555mail sent
3%12%-%8%-%4%6%6%6%8%7%7%7%6%

Better quality of
4629-49711111091011service
8%21%25%14%-%17%13%15%13%16%13%14%13%13%

Became more aware of
22-3-12*323233alternatives
3%6%-%5%-%3%3%*%4%3%4%3%4%4%

Due to internal cost
9329-411213911101113cutting

18%11%25%15%-%18%15%3%16%14%14%16%14%15%

aa

32-3-355555455Convenience
7%6%-%5%-%12%8%11%7%8%7%6%7%6%

2110225-102924312629232931Other (PLEASE SPECIFY)
39%35%25%40%-%42%41%55%39%38%38%35%38%38%

Don't Know (DO NOT READ
*--*-**-******OUT)
1%-%-%*%-%1%*%-%*%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacba*b*a*baSignificance Level: 95%
34766711324139302715135110Unweighted total
2756467302136272515*3683Weighted total

81914*124111268-1227Price increases
28%34%30%5%41%19%31%44%25%53%-%34%32%

c

Changes in the type of
-542-23*2--25mail sent
-%9%8%25%-%12%7%1%9%-%-%6%6%

Better quality of
6544315462-811service

21%9%9%56%10%7%14%16%23%14%-%21%13%

Became more aware of
-322-12-----3alternatives
-%6%3%25%-%6%6%-%-%-%-%-%4%

Due to internal cost
21072455241-413cutting
8%19%15%24%14%26%14%8%15%4%-%12%15%

412-3*2323-55Convenience
15%2%4%-%11%1%6%11%9%19%-%15%6%

a

112019*131291066*1031Other (PLEASE SPECIFY)
42%36%40%1%42%56%27%38%22%42%100%28%38%

b

Don't Know (DO NOT READ
*-*---*-----*OUT)
1%-%1%-%-%-%1%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
4516610147121316419110Unweighted total
1175564576*883Weighted total

*132341232*427Price increases
8%71%49%41%59%66%32%41%45%33%50%49%32%

Changes in the type of
*-1-111111-15mail sent

43%-%17%-%22%23%32%28%21%22%-%17%6%

Better quality of
**11*1-2*2*111service

49%25%9%20%1%14%-%34%5%27%27%12%13%

Became more aware of
--1-111111-13alternatives
-%-%19%-%21%18%30%22%17%18%-%13%4%

Due to internal cost
--**-*-***-*13cutting
-%-%1%1%-%1%-%1%1%1%-%1%15%

------------5Convenience
-%-%-%-%-%-%-%-%-%-%-%-%6%

**221*1*21*231Other (PLEASE SPECIFY)
43%3%29%38%19%1%36%1%32%21%23%24%38%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
64111012115731256110Unweighted total
161211146551425283Weighted total

12434*11623127Price increases
62%34%29%29%24%8%23%11%46%78%55%38%32%

Changes in the type of
*-1-2*--1-*-5mail sent

10%-%7%-%13%8%-%-%10%-%10%-%6%

Better quality of
*41-4---2--*11service

16%66%6%-%24%-%-%-%17%-%-%32%13%

Became more aware of
--1----11---3alternatives
-%-%5%-%-%-%-%26%9%-%-%-%4%

Due to internal cost
--432*12*---13cutting
-%-%31%28%11%8%30%41%1%-%-%-%15%

--2*2-1----*5Convenience
-%-%15%4%13%-%23%-%-%-%-%8%6%

*22565224*2*31Other (PLEASE SPECIFY)
13%33%17%43%40%84%47%41%30%22%45%22%38%

Don't Know (DO NOT READ
-------*----*OUT)
-%-%-%-%-%-%-%6%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*dcb*aSignificance Level: 95%
21334313110Unweighted total
193224983Weighted total

678527Price increases
33%23%34%58%32%

Changes in the type of
121*5mail sent
5%7%6%6%6%

Better quality of
542*11service

24%11%10%6%13%

Became more aware of
1-3-3alternatives
3%-%11%-%4%

Due to internal cost
454-13cutting

20%17%15%-%15%

221*5Convenience
10%7%5%1%6%

4168331Other (PLEASE SPECIFY)
22%49%36%35%38%

Don't Know (DO NOT READ
--*-*OUT)
-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7b.1 And why is this?
Base: All using RM who have recently changed mail service in the last 12 months (QV7a1=1,2,5 or 6)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*c*baSignificance Level: 95%
1267111334412184276Unweighted total

249131341124953Weighted total

Changed FROM a meter to
a different method of

---*-*--***payment
-%-%-%2%-%5%-%-%9%1%1%

Changed TO a meter from
a different method of

-----------payment
-%-%-%-%-%-%-%-%-%-%-%

247131231124549Neither
96%100%81%98%92%89%100%100%81%93%93%

*-2-1*--*33Don't know
4%-%19%-%8%5%-%-%10%6%6%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
136948395732113576Unweighted total

2324548262*134553Weighted total

Changed FROM a meter to
a different method of

*--*----*----*payment
13%-%-%*%-%-%-%-%9%-%-%-%-%1%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

232424826**133549Neither
70%100%96%93%100%100%100%100%9%100%100%73%100%93%

*-*3----2--1-3Don't know
17%-%4%6%-%-%-%-%82%-%-%27%-%6%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
967274926642010-8276Unweighted total
25112411913176-6*53Weighted total

Changed FROM a meter to
a different method of

*****---*---*payment
16%*%3%*%2%-%-%-%3%-%-%-%1%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

24711381813174-5*49Neither
84%93%94%92%98%100%100%99%66%-%83%13%93%

-3*3---*2-1*3Don't know
-%6%3%7%-%-%-%1%31%-%17%87%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
191739-7676Unweighted total
151325-5353Weighted total

Changed FROM a meter to
a different method of

--*-**payment
-%-%2%-%1%1%

Changed TO a meter from
a different method of

------payment
-%-%-%-%-%-%

151321-4949Neither
99%100%85%-%93%93%

*-3-33Don't know
1%-%13%-%6%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
2635151066----19165076Unweighted total
162214646----24103653Weighted total

Changed FROM a meter to
a different method of

-**-*-------**payment
-%1%1%-%1%-%-%-%-%-%-%-%1%1%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

162112643----24103349Neither
99%93%84%98%92%-%-%-%-%100%98%100%90%93%

*12*3-----*-33Don't know
1%5%14%2%7%-%-%-%-%-%2%-%9%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-212344459313356464776Unweighted total
-312212437222433272553Weighted total

Changed FROM a meter to
a different method of

------**--*-**payment
-%-%-%-%-%-%1%1%-%-%1%-%1%1%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-312212336202433272549Neither
-%100%100%100%100%100%98%96%95%99%99%100%98%93%

------*11****3Don't know
-%-%-%-%-%-%1%4%5%1%1%*%1%6%
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Table 91  (continuation)                                                                                                                                                   Page 1717

QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
12016109-----213076Unweighted total
*79710-----**2453Weighted total

Changed FROM a meter to
a different method of

----*--------*payment
-%-%-%-%3%-%-%-%-%-%-%-%-%1%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*78710-----**2449Neither
100%99%99%100%97%-%-%-%-%-%50%100%100%93%

-**-------*-*3Don't know
-%1%1%-%-%-%-%-%-%-%50%-%*%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
155670112201887976Unweighted total
*335475*19*276853Weighted total

Changed FROM a meter to
a different method of

-*-*--------*payment
-%1%-%1%-%-%-%-%-%-%-%-%1%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

*335445*19*276849Neither
100%99%98%92%100%31%99%100%95%100%98%100%93%

-**3-**-*-*-3Don't know
-%1%2%7%-%69%1%-%5%-%2%-%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*b*a*b*aSignificance Level: 95%
-13462210231149476Unweighted total
-425101113*1411353Weighted total

Changed FROM a meter to
a different method of

--*-------*payment
-%-%1%-%-%-%-%-%-%-%1%

Changed TO a meter from
a different method of

-----------payment
-%-%-%-%-%-%-%-%-%-%-%

-425101112*1411349Neither
-%95%98%99%99%99%100%99%99%100%93%

-*****-**-3Don't know
-%5%1%1%1%1%-%1%1%-%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cba*cba*d*c*b*a*d*cb*aSignificance Level: 95%
44442274647192221-13412476Unweighted total
*2519182725241314-5241353Weighted total

Changed FROM a meter to
a different method of

--*--*--------*payment
-%-%2%-%-%1%-%-%-%-%-%-%-%-%1%

Changed TO a meter from
a different method of

---------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2419182725241314-4241249Neither
79%99%97%99%100%98%100%98%98%99%-%98%100%99%93%

******-***-***3Don't know
21%1%1%1%*%1%-%2%2%1%-%2%*%1%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*d*c*b*aSignificance Level: 95%
--215545418918151876Unweighted total
--16372421241171053Weighted total

Changed FROM a meter to
a different method of

--**-*-----*payment
-%-%2%1%-%1%-%-%-%-%-%1%

Changed TO a meter from
a different method of

------------payment
-%-%-%-%-%-%-%-%-%-%-%-%

--16332320241171049Neither
-%-%98%91%99%98%96%98%98%99%100%93%

--*3******-3Don't know
-%-%1%9%1%1%4%2%2%1%-%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
5917460-266943755973617376Unweighted total
3815343-114328513947404753Weighted total

Changed FROM a meter to
a different method of

*--*-**-******payment
1%-%-%1%-%3%1%-%1%1%1%1%1%1%

Changed TO a meter from
a different method of

--------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3415339-113925473643384349Neither
91%99%97%91%-%96%91%89%93%93%92%95%92%93%

3**3-*33323233Don't know
8%1%3%7%-%2%8%11%6%6%7%4%7%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bac*b*ac*b*a*b*a*b*aSignificance Level: 95%
19575781135251612711376Unweighted total
143937511172412117*1453Weighted total

Changed FROM a meter to
a different method of

***--**-----*payment
2%*%1%-%-%1%1%-%-%-%-%-%1%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

113833511152211117*1449Neither
78%98%90%100%99%90%92%99%99%100%100%99%93%

3*3-*12**--*3Don't know
20%1%9%-%1%9%7%1%1%-%-%1%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
25104612488941576Unweighted total
*133241232*553Weighted total

Changed FROM a meter to
a different method of

------------*payment
-%-%-%-%-%-%-%-%-%-%-%-%1%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

*133241232*549Neither
100%100%100%100%100%100%100%100%100%100%100%100%93%

------------3Don't know
-%-%-%-%-%-%-%-%-%-%-%-%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
647387362115576Unweighted total
16729535825153Weighted total

Changed FROM a meter to
a different method of

--*----*----*payment
-%-%3%-%-%-%-%6%-%-%-%-%1%

Changed TO a meter from
a different method of

-------------payment
-%-%-%-%-%-%-%-%-%-%-%-%-%

16729524823149Neither
100%100%97%100%99%100%67%88%100%100%65%91%93%

----*-1*--2*3Don't know
-%-%-%-%1%-%33%6%-%-%35%9%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*cb*aSignificance Level: 95%
1718301176Unweighted total
131616853Weighted total

Changed FROM a meter to
a different method of

*-*-*payment
1%-%2%-%1%

Changed TO a meter from
a different method of

-----payment
-%-%-%-%-%

131514649Neither
99%99%90%76%93%

-*123Don't know
-%1%9%24%6%
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QV7a.1 In the last 12 months, has your organisation:
Base: All using RM who have recently changed to different RM product in the last 12 months (QV7a=1 or 2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---1-1--112Unweighted total
---*-*--***Weighted total

Changes in the type of
-----*--*-*mail sent
-%-%-%-%-%100%-%-%100%-%40%

-----------Price increases
-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------service
-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------alternatives
-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------cutting
-%-%-%-%-%-%-%-%-%-%-%

-----------Cost implications
-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------quicker than second
-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------shop
-%-%-%-%-%-%-%-%-%-%-%

---*-----**Convenience
-%-%-%100%-%-%-%-%-%100%60%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1----1----2Unweighted total
*--*----*----*Weighted total

Changes in the type of
---*----*----*mail sent
-%-%-%100%-%-%-%-%100%-%-%-%-%40%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------*Convenience
100%-%-%-%-%-%-%-%-%-%-%-%-%60%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11111---1---2Unweighted total
*****---*---*Weighted total

Changes in the type of
-*-*----*---*mail sent
-%100%-%100%-%-%-%-%100%-%-%-%40%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*-*-------*Convenience
100%-%100%-%100%-%-%-%-%-%-%-%60%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--2-22Unweighted total
--*-**Weighted total

Changes in the type of
--*-**mail sent
-%-%40%-%40%40%

------Price increases
-%-%-%-%-%-%

Better quality of
------service
-%-%-%-%-%-%

Became more aware of
------alternatives
-%-%-%-%-%-%

Due to internal cost
------cutting
-%-%-%-%-%-%

------Cost implications
-%-%-%-%-%-%

First class is not much
------quicker than second
-%-%-%-%-%-%

Depends on what stamp is
available / available in

------shop
-%-%-%-%-%-%

--*-**Convenience
-%-%60%-%60%60%

------Other
-%-%-%-%-%-%

------Don't know
-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-11-2-------22Unweighted total
-**-*-------**Weighted total

Changes in the type of
--*-*-------**mail sent
-%-%100%-%40%-%-%-%-%-%-%-%40%40%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-------**Convenience
-%100%-%-%60%-%-%-%-%-%-%-%60%60%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------11--1-12Unweighted total
------**--*-**Weighted total

Changes in the type of
-------*-----*mail sent
-%-%-%-%-%-%-%100%-%-%-%-%-%40%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*---*-**Convenience
-%-%-%-%-%-%100%-%-%-%100%-%100%60%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
----1--------2Unweighted total
----*--------*Weighted total

Changes in the type of
-------------*mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%40%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--------*Convenience
-%-%-%-%100%-%-%-%-%-%-%-%-%60%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-2--------2Unweighted total
-*-*--------*Weighted total

Changes in the type of
---*--------*mail sent
-%-%-%40%-%-%-%-%-%-%-%-%40%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------*Convenience
-%100%-%60%-%-%-%-%-%-%-%-%60%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-------2Unweighted total
--*-------*Weighted total

Changes in the type of
----------*mail sent
-%-%-%-%-%-%-%-%-%-%40%

-----------Price increases
-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-----------service
-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-----------alternatives
-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-----------cutting
-%-%-%-%-%-%-%-%-%-%-%

-----------Cost implications
-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-----------quicker than second
-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-----------shop
-%-%-%-%-%-%-%-%-%-%-%

--*-------*Convenience
-%-%100%-%-%-%-%-%-%-%60%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1--1--------2Unweighted total
--*--*--------*Weighted total

Changes in the type of
--------------*mail sent
-%-%-%-%-%-%-%-%-%-%-%-%-%-%40%

---------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
---------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
---------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
---------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
---------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

---------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--*--------*Convenience
-%-%100%-%-%100%-%-%-%-%-%-%-%-%60%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--11-1-----2Unweighted total
--**-*-----*Weighted total

Changes in the type of
---*-------*mail sent
-%-%-%100%-%-%-%-%-%-%-%40%

------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
------------service
-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%

------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

------------shop
-%-%-%-%-%-%-%-%-%-%-%-%

--*--*-----*Convenience
-%-%100%-%-%100%-%-%-%-%-%60%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--2-12-222222Unweighted total
*--*-**-******Weighted total

Changes in the type of
*--*--*-******mail sent

40%-%-%40%-%-%40%-%40%40%40%40%40%40%

--------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
--------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
--------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
--------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
--------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

--------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-**-******Convenience
60%-%-%60%-%100%60%-%60%60%60%60%60%60%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
112--11-----2Unweighted total
***--**-----*Weighted total

Changes in the type of
-**--*------*mail sent
-%100%40%-%-%100%-%-%-%-%-%-%40%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---*-----*Convenience
100%-%60%-%-%-%100%-%-%-%-%-%60%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 92  (continuation)                                                                                                                                                   Page 1740

QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------2Unweighted total
------------*Weighted total

Changes in the type of
------------*mail sent
-%-%-%-%-%-%-%-%-%-%-%-%40%

-------------Price increases
-%-%-%-%-%-%-%-%-%-%-%-%-%

Better quality of
-------------service
-%-%-%-%-%-%-%-%-%-%-%-%-%

Became more aware of
-------------alternatives
-%-%-%-%-%-%-%-%-%-%-%-%-%

Due to internal cost
-------------cutting
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Cost implications
-%-%-%-%-%-%-%-%-%-%-%-%-%

First class is not much
-------------quicker than second
-%-%-%-%-%-%-%-%-%-%-%-%-%

Depends on what stamp is
available / available in

-------------shop
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Convenience
-%-%-%-%-%-%-%-%-%-%-%-%60%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q2 2018Oct' 2018May' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

Changes in the type of
*-*-*mail sent

100%-%100%-%40%

-----Price increases
-%-%-%-%-%

Better quality of
-----service
-%-%-%-%-%

Became more aware of
-----alternatives
-%-%-%-%-%

Due to internal cost
-----cutting
-%-%-%-%-%

-----Cost implications
-%-%-%-%-%

First class is not much
-----quicker than second
-%-%-%-%-%

Depends on what stamp is
available / available in

-----shop
-%-%-%-%-%

-*-**Convenience
-%100%-%100%60%

-----Other
-%-%-%-%-%

-----Don't know
-%-%-%-%-%
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QV7b. And why have you <answer from QV7a.1>?
Base: All using RM who have recently changed payment method in the last 12 months (QV7a1=1-2)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
6229481191132663973154359625Unweighted total
191541114119295816405435Weighted total

Royal Mail unsorted bulk
21-331**11415mail
9%4%-%3%3%4%2%4%5%3%4%

c

Royal Mail sorted bulk
2*2*21**167mail

11%1%4%*%1%4%6%5%4%1%2%

abaa

Royal Mail Wholesale
----1----11Access
-%-%-%-%1%-%-%-%-%*%*%

Bulk mail product from a
different provider

-**2-1-*145(please specify)
-%*%*%2%-%3%-%4%3%1%1%

Do not use a specific
161439107113264714380406product for bulk mail
80%96%95%95%95%89%92%87%88%94%93%

eeebce
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgf*e*dc*baSignificance Level: 95%
877874386524839752014822234625Unweighted total
242318371503539751214762841435Weighted total

Royal Mail unsorted bulk
11*131112-152-15mail
6%4%*%3%2%2%3%3%-%7%7%7%-%4%

kk

Royal Mail sorted bulk
1*-6-**2--4--7mail
3%*%-%2%-%1%*%2%-%-%5%-%-%2%

jk

Royal Mail Wholesale
--*1-------1-1Access
-%-%2%*%-%-%-%-%-%-%-%4%-%*%

Bulk mail product from a
different provider

*-*41**2*-1--5(please specify)
*%-%3%1%2%*%*%2%2%-%1%-%-%1%

Do not use a specific
222217346483438691213652541406product for bulk mail
91%96%95%93%96%97%97%93%98%93%86%90%100%93%

ccc
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
77548200425252472414360137610625Unweighted total
463891043311753213115418455435Weighted total

Royal Mail unsorted bulk
21461082*2*-3115mail
4%3%5%3%4%5%1%1%*%-%7%20%4%

e

Royal Mail sorted bulk
*7254-*2*-*-7mail
*%2%2%2%2%-%1%2%*%-%1%-%2%

Royal Mail Wholesale
-1-1*-----1-1Access
-%*%-%*%*%-%-%-%-%-%2%-%*%

h

Bulk mail product from a
different provider

-5*54-**--1-5(please specify)
-%1%*%1%2%-%*%*%-%-%3%-%1%

Do not use a specific
44363963101593113111418404406product for bulk mail
96%93%93%94%91%95%97%96%99%100%88%80%93%

bhbh
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
22915224117608625Unweighted total
15610916911424435Weighted total

Royal Mail unsorted bulk
834-1515mail
5%3%2%-%4%4%

Royal Mail sorted bulk
161-77mail
1%5%*%-%2%2%

ac

Royal Mail Wholesale
--1-11Access
-%-%1%-%*%*%

Bulk mail product from a
different provider

122-55(please specify)
*%2%1%-%1%1%

Do not use a specific
1469816111395406product for bulk mail

94%90%95%100%93%93%

b

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 93  (continuation)                                                                                                                                                   Page 1746

QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
23829097425831-22433196387625Unweighted total
1312257914421*-*2*11117304435Weighted total

Royal Mail unsorted bulk
88-114-----16815mail
6%3%-%10%3%-%-%-%-%-%12%5%3%4%

aaiai

Royal Mail sorted bulk
34**7----**347mail
2%2%*%1%2%-%-%-%-%23%1%2%1%2%

Royal Mail Wholesale
*1--1------*11Access
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

Bulk mail product from a
different provider

122*5*-----145(please specify)
1%1%2%1%1%100%-%-%-%-%-%1%1%1%

Do not use a specific
1192107812394--*2*9107287406product for bulk mail

91%93%98%88%94%-%-%100%100%77%87%91%95%93%

c
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
146202263405519622278521392496625Unweighted total
*43111327288354433185346251325435Weighted total

Royal Mail unsorted bulk
--13**610156109715mail
-%-%41%27%*%1%2%3%4%3%3%4%2%4%

Royal Mail sorted bulk
-*---*53725457mail
-%3%-%-%-%1%2%1%2%1%2%1%2%2%

Royal Mail Wholesale
-------11----1Access
-%-%-%-%-%-%-%*%*%-%-%-%-%*%

Bulk mail product from a
different provider

*-**--43525355(please specify)
100%-%11%1%-%-%2%1%1%1%1%1%1%1%

Do not use a specific
-4181327273336405175326235308406product for bulk mail
-%97%48%72%100%99%95%95%93%95%94%94%95%93%
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
5168146113893-21259259625Unweighted total
3841047480*-**217174435Weighted total

Royal Mail unsorted bulk
**315-----1-515mail
9%*%3%1%6%-%-%-%-%-%69%-%3%4%

bd

Royal Mail sorted bulk
*132--------27mail
2%1%3%3%-%-%-%-%-%-%-%-%1%2%

Royal Mail Wholesale
-------------1Access
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

-12*2*-*----25(please specify)
-%1%2%*%2%43%-%70%-%-%-%-%1%1%

Do not use a specific
383957173*-**2*7166406product for bulk mail

89%98%92%96%91%57%-%30%100%100%31%100%95%93%

ac
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
38483775489211174660846167625Unweighted total
2232454381443138135624244435Weighted total

Royal Mail unsorted bulk
193121-6*121115mail
5%3%5%3%1%-%4%32%3%4%3%2%4%

Royal Mail sorted bulk
*5*71*1-*1*-7mail
*%2%*%2%2%4%*%-%1%2%1%-%2%

Royal Mail Wholesale
---1--------1Access
-%-%-%*%-%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

4132**2-*1--5(please specify)
16%*%6%*%*%5%1%-%1%2%-%-%1%

aa

Do not use a specific
1730848359432130134574143406product for bulk mail
78%95%88%94%97%91%94%68%95%92%96%98%93%

b
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
11124601777720116926034625Unweighted total
258296102581275664421435Weighted total

Royal Mail unsorted bulk
-56124122*15mail
-%8%2%1%3%3%21%3%4%2%4%

ab

Royal Mail sorted bulk
-153*1*1*17mail
-%2%2%3%*%1%2%1%*%3%2%

Royal Mail Wholesale
----------1Access
-%-%-%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

213111*1**5(please specify)
100%1%1%1%2%*%10%2%1%2%1%

Do not use a specific
-5228197551213624219406product for bulk mail
-%90%95%96%94%95%67%93%95%93%93%

cc
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15324392226368469175195174-83353143625Unweighted total

5198256145240309*47119109-3722177435Weighted total

Royal Mail unsorted bulk
165687-564-79315mail

19%3%2%4%3%2%-%11%5%3%-%18%4%4%4%

aab

Royal Mail sorted bulk
*53245*121-1417mail
5%2%1%1%1%2%100%2%1%1%-%2%2%1%2%

Royal Mail Wholesale
--------------1Access
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

*21122-*21-1315(please specify)
1%1%1%1%1%1%-%1%1%1%-%2%1%1%1%

Do not use a specific
4185246137227295-41110104-2920572406product for bulk mail

76%94%96%94%94%96%-%86%93%95%-%78%93%95%93%

ccc
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
9713183243684861136125172625Unweighted total
48101120222726357670101435Weighted total

Royal Mail unsorted bulk
--*1655123515mail
-%-%3%10%3%2%19%4%2%4%5%4%

abcd

Royal Mail sorted bulk
---*52111117mail
-%-%-%*%3%1%3%2%2%2%1%2%

Royal Mail Wholesale
---1-------1Access
-%-%-%9%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

---122*****5(please specify)
-%-%-%10%1%1%*%*%1%1%*%1%

Do not use a specific
481081892192033736595406product for bulk mail

100%100%97%71%94%96%78%94%95%93%94%93%

eeee
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
489107195191188585358619514591506587625Unweighted total
33479163511104403247428344401326399435Weighted total

Royal Mail unsorted bulk
6717-815615101581515mail
2%8%6%2%-%8%4%2%4%3%4%3%4%4%

bab

Royal Mail sorted bulk
43-5-173757577mail
1%3%-%1%-%1%2%1%2%2%2%2%2%2%

Royal Mail Wholesale
1--1--111-1111Access
*%-%-%*%-%-%*%*%*%-%*%*%*%*%

Bulk mail product from a
different provider

*2*1-253535555(please specify)
*%2%1%*%-%2%1%1%1%1%1%1%1%1%

b

Do not use a specific
3226815337193375234399326372307371406product for bulk mail

96%86%93%96%100%89%93%95%93%95%93%94%93%93%

ac
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
245380494388610741996113326116625Unweighted total
173262341326169299638221283435Weighted total

Royal Mail unsorted bulk
788*7*13232-315mail
4%3%2%2%11%*%4%3%4%8%-%4%4%

c

Royal Mail sorted bulk
524*2*411*-17mail
3%1%1%1%4%*%1%1%1%*%-%1%2%

Royal Mail Wholesale
1-1--1*-----1Access
1%-%*%-%-%2%*%-%-%-%-%-%*%

b

Bulk mail product from a
different provider

222-3*5*41-55(please specify)
1%1%*%-%5%*%2%*%5%4%-%6%1%

c

Do not use a specific
157249326314867277617418274406product for bulk mail

91%95%95%98%80%98%93%95%90%87%100%89%93%

baa
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cbadc*badcbaSignificance Level: 95%
2816893848732153366830142625Unweighted total

9629121520513916742435Weighted total

Royal Mail unsorted bulk
***31*11*11415mail
4%1%1%26%9%2%22%4%4%9%16%9%4%

b

Royal Mail sorted bulk
-**-********7mail
-%2%*%-%2%1%2%2%*%2%1%1%2%

Royal Mail Wholesale
------------1Access
-%-%-%-%-%-%-%-%-%-%-%-%*%

Bulk mail product from a
different provider

-**-********5(please specify)
-%1%1%-%1%1%1%1%1%1%1%1%1%

Do not use a specific
862991319412914637406product for bulk mail

96%98%98%74%88%96%76%93%95%89%83%90%93%

a
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
283952564154412617832483625Unweighted total
24483766383230195942156435Weighted total

Royal Mail unsorted bulk
2-*-2-214-1315mail
8%-%*%-%6%-%8%7%7%-%3%5%4%

gi

Royal Mail sorted bulk
*2*--*--*-237mail
*%4%*%-%-%*%-%-%1%-%8%5%2%

d

Royal Mail Wholesale
------1*----1Access
-%-%-%-%-%-%3%2%-%-%-%-%*%

d

Bulk mail product from a
different provider

-----*2-*--25(please specify)
-%-%-%-%-%1%8%-%*%-%-%3%1%

dij

Do not use a specific
22463666363225185541949406product for bulk mail
91%96%99%100%94%99%82%91%93%100%89%87%93%

fafadfaff
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
119151245110625Unweighted total
10913610981435Weighted total

Royal Mail unsorted bulk
228315mail
2%2%7%4%4%

cd

Royal Mail sorted bulk
2**47mail
2%*%*%6%2%

bc

Royal Mail Wholesale
--1-1Access
-%-%1%-%*%

Bulk mail product from a
different provider

-*325(please specify)
-%*%2%2%1%

Do not use a specific
1051339771406product for bulk mail

96%98%89%88%93%

abab
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QV8n. Do you use any of the following products to send your bulk mailings?
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
34-33142481529Unweighted total
21-331**11415Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**-211-*144mail
3%48%-%67%43%72%-%17%100%25%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*---****55customer packs etc
100%60%-%-%-%33%45%49%25%32%32%

Publications, such as
magazines, periodicals,

**-221-**88customer newsletters
3%8%-%67%72%44%-%68%40%56%55%

-----**---*Other
-%-%-%-%-%4%55%-%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
631191323-181-29Unweighted total
11*131112-152-15Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*1*4-*-*-12--4mail
3%66%100%29%-%27%-%12%-%100%46%-%-%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1**31***--2--5customer packs etc
100%34%100%24%100%47%5%6%-%-%34%-%-%32%

Publications, such as
magazines, periodicals,

***7-*12--22-8customer newsletters
24%55%100%58%-%26%95%100%-%-%41%100%-%55%

---*------*--*Other
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 94  (continuation)                                                                                                                                                   Page 1760

QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
6231118152162-2129Unweighted total
21461082*2*-3115Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*4*43-*1*---4mail
15%31%3%44%39%-%100%68%70%-%-%-%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

14233*-1*--15customer packs etc
31%32%43%26%34%32%-%38%100%-%-%100%32%

Publications, such as
magazines, periodicals,

273541-**-3-8customer newsletters
94%50%56%54%53%68%-%6%70%-%100%-%55%

-*-**-------*Other
-%*%-%1%1%-%-%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1568-2929Unweighted total

834-1515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

211-44mail
21%43%35%-%29%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

221-55customer packs etc
21%59%34%-%32%32%

Publications, such as
magazines, periodicals,

6*2-88customer newsletters
71%4%62%-%55%55%

-*--**Other
-%2%-%-%*%*%

------Don't know
-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1415-425-----4101529Unweighted total

88-114-----16815Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

22-13-----1124mail
32%26%-%74%25%-%-%-%-%-%74%23%26%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

23-*5-----*235customer packs etc
31%34%-%26%33%-%-%-%-%-%26%32%34%32%

Publications, such as
magazines, periodicals,

44-*8-----*448customer newsletters
57%52%-%4%60%-%-%-%-%-%4%68%52%55%

*--*------*--*Other
1%-%-%4%-%-%-%-%-%-%4%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--13131423281322201929Unweighted total
--13**610156109715Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---1-*34434434mail
-%-%-%35%-%80%52%40%29%56%42%39%46%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---*-*24512225customer packs etc
-%-%-%2%-%44%29%42%32%13%18%18%26%32%

Publications, such as
magazines, periodicals,

--13-*24836648customer newsletters
-%-%100%98%-%24%42%40%55%57%64%63%63%55%

----*--*******Other
-%-%-%-%100%-%-%1%*%1%1%1%1%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
15745-----1-1229Unweighted total
**315-----1-515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-**13-----1-24mail
-%69%8%86%59%-%-%-%-%-%100%-%49%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**1*--------15customer packs etc
100%83%32%14%-%-%-%-%-%-%-%-%15%32%

Publications, such as
magazines, periodicals,

-*2*3-------38customer newsletters
-%69%73%68%62%-%-%-%-%-%-%-%68%55%

-*----------**Other
-%17%-%-%-%-%-%-%-%-%-%-%1%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1213264-91263129Unweighted total
193121-6*121115Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-4*4*-3-1*114mail
-%47%2%35%24%-%60%-%94%16%76%100%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-223*-*****-5customer packs etc
-%20%62%25%65%-%8%100%6%4%24%-%32%

Publications, such as
magazines, periodicals,

1517*-3--21-8customer newsletters
100%60%39%58%56%-%58%-%-%92%97%-%55%

-*-**----*--*Other
-%1%-%*%11%-%-%-%-%2%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-8176112131229Unweighted total
-56124122*15Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-231-3-*-*4mail
-%35%47%57%-%82%-%2%-%16%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-111-1-*-*5customer packs etc
-%25%23%46%-%19%-%16%-%100%32%

Publications, such as
magazines, periodicals,

-34122122*8customer newsletters
-%59%67%60%100%38%100%87%100%16%55%

--*--*----*Other
-%-%1%-%-%1%-%-%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 94  (continuation)                                                                                                                                                   Page 1767

QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
51415121919-6107-919629Unweighted total
165687-564-79315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*22343-331-2414mail
17%38%42%57%44%46%-%59%59%35%-%32%40%43%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

111122-***-1115customer packs etc
87%13%22%12%21%26%-%6%8%11%-%9%16%22%32%

Publications, such as
magazines, periodicals,

*53354-332-4618customer newsletters
5%76%62%58%58%63%-%57%60%59%-%64%65%49%55%

-*****--**--*-*Other
-%1%1%1%1%1%-%-%1%2%-%-%1%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--23141553651029Unweighted total
--*1655123515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*22311124mail
-%-%-%8%38%42%62%79%66%35%50%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--**11**1**5customer packs etc
-%-%100%8%13%22%1%24%34%3%11%32%

Publications, such as
magazines, periodicals,

---1533**238customer newsletters
-%-%-%100%76%62%60%3%18%67%74%55%

----**--****Other
-%-%-%-%1%1%-%-%3%2%1%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
189221-162814292228212829Unweighted total

6717-815615101581515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2212-342434344mail
39%33%100%27%-%36%29%36%29%31%29%34%29%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

21*2-153525355customer packs etc
29%22%6%31%-%17%32%45%32%22%32%33%32%32%

Publications, such as
magazines, periodicals,

43*5-683878588customer newsletters
73%45%6%68%-%76%54%58%55%70%54%55%54%55%

-*-*--********Other
-%1%-%1%-%-%*%1%*%1%*%1%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
10192116321542-429Unweighted total

788*7*13232-315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

132*2*32**-*4mail
17%41%24%100%30%85%20%84%2%3%-%2%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

143-2*5**2-*5customer packs etc
18%46%39%-%26%15%35%18%11%100%-%11%32%

Publications, such as
magazines, periodicals,

535*3-813*-38customer newsletters
68%42%61%100%45%-%60%29%91%3%-%91%55%

-*----*-----*Other
-%1%-%-%-%-%*%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
214474463731129Unweighted total
***31*11*11415Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

***11*1**1*14mail
16%100%15%30%76%10%95%18%12%70%4%27%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

***-*******15customer packs etc
100%100%48%-%15%100%14%90%86%33%4%14%32%

Publications, such as
magazines, periodicals,

***2******128customer newsletters
16%100%67%68%19%10%9%18%12%7%95%63%55%

---**--******Other
-%-%-%2%4%-%-%10%14%4%5%1%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Oct' 2018Aug' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2217811232122629Unweighted total
22832*22141315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**31-**111**4mail
8%20%43%18%-%100%20%46%78%28%21%18%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--23---1*1*25customer packs etc
-%-%28%85%-%-%-%54%22%15%79%87%32%

Publications, such as
magazines, periodicals,

224*2-21*2**8customer newsletters
92%100%50%8%100%-%100%46%22%63%21%5%55%

--*------*--*Other
-%-%1%-%-%-%-%-%-%1%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
34-33142481529Unweighted total
21-331**11415Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**-211-*144mail
3%48%-%67%43%72%-%17%100%25%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*---****55customer packs etc
100%60%-%-%-%33%45%49%25%32%32%

Publications, such as
magazines, periodicals,

**-221-**88customer newsletters
3%8%-%67%72%44%-%68%40%56%55%

-----**---*Other
-%-%-%-%-%4%55%-%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
631191323-181-29Unweighted total
11*131112-152-15Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*1*4-*-*-12--4mail
3%66%100%29%-%27%-%12%-%100%46%-%-%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1**31***--2--5customer packs etc
100%34%100%24%100%47%5%6%-%-%34%-%-%32%

Publications, such as
magazines, periodicals,

***7-*12--22-8customer newsletters
24%55%100%58%-%26%95%100%-%-%41%100%-%55%

---*------*--*Other
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
6231118152162-2129Unweighted total
21461082*2*-3115Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*4*43-*1*---4mail
15%31%3%44%39%-%100%68%70%-%-%-%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

14233*-1*--15customer packs etc
31%32%43%26%34%32%-%38%100%-%-%100%32%

Publications, such as
magazines, periodicals,

273541-**-3-8customer newsletters
94%50%56%54%53%68%-%6%70%-%100%-%55%

-*-**-------*Other
-%*%-%1%1%-%-%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1568-2929Unweighted total

834-1515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

211-44mail
21%43%35%-%29%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

221-55customer packs etc
21%59%34%-%32%32%

Publications, such as
magazines, periodicals,

6*2-88customer newsletters
71%4%62%-%55%55%

-*--**Other
-%2%-%-%*%*%

------Don't know
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1415-425-----4101529Unweighted total

88-114-----16815Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

22-13-----1124mail
32%26%-%74%25%-%-%-%-%-%74%23%26%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

23-*5-----*235customer packs etc
31%34%-%26%33%-%-%-%-%-%26%32%34%32%

Publications, such as
magazines, periodicals,

44-*8-----*448customer newsletters
57%52%-%4%60%-%-%-%-%-%4%68%52%55%

*--*------*--*Other
1%-%-%4%-%-%-%-%-%-%4%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--13131423281322201929Unweighted total
--13**610156109715Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---1-*34434434mail
-%-%-%35%-%80%52%40%29%56%42%39%46%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---*-*24512225customer packs etc
-%-%-%2%-%44%29%42%32%13%18%18%26%32%

Publications, such as
magazines, periodicals,

--13-*24836648customer newsletters
-%-%100%98%-%24%42%40%55%57%64%63%63%55%

----*--*******Other
-%-%-%-%100%-%-%1%*%1%1%1%1%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 95  (continuation)                                                                                                                                                   Page 1779

QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
15745-----1-1229Unweighted total
**315-----1-515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-**13-----1-24mail
-%69%8%86%59%-%-%-%-%-%100%-%49%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**1*--------15customer packs etc
100%83%32%14%-%-%-%-%-%-%-%-%15%32%

Publications, such as
magazines, periodicals,

-*2*3-------38customer newsletters
-%69%73%68%62%-%-%-%-%-%-%-%68%55%

-*----------**Other
-%17%-%-%-%-%-%-%-%-%-%-%1%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1213264-91263129Unweighted total
193121-6*121115Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-4*4*-3-1*114mail
-%47%2%35%24%-%60%-%94%16%76%100%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-223*-*****-5customer packs etc
-%20%62%25%65%-%8%100%6%4%24%-%32%

Publications, such as
magazines, periodicals,

1517*-3--21-8customer newsletters
100%60%39%58%56%-%58%-%-%92%97%-%55%

-*-**----*--*Other
-%1%-%*%11%-%-%-%-%2%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-8176112131229Unweighted total
-56124122*15Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-231-3-*-*4mail
-%35%47%57%-%82%-%2%-%16%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-111-1-*-*5customer packs etc
-%25%23%46%-%19%-%16%-%100%32%

Publications, such as
magazines, periodicals,

-34122122*8customer newsletters
-%59%67%60%100%38%100%87%100%16%55%

--*--*----*Other
-%-%1%-%-%1%-%-%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
51415121919-6107-919629Unweighted total
165687-564-79315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*22343-331-2414mail
17%38%42%57%44%46%-%59%59%35%-%32%40%43%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

111122-***-1115customer packs etc
87%13%22%12%21%26%-%6%8%11%-%9%16%22%32%

Publications, such as
magazines, periodicals,

*53354-332-4618customer newsletters
5%76%62%58%58%63%-%57%60%59%-%64%65%49%55%

-*****--**--*-*Other
-%1%1%1%1%1%-%-%1%2%-%-%1%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--23141553651029Unweighted total
--*1655123515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*22311124mail
-%-%-%8%38%42%62%79%66%35%50%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--**11**1**5customer packs etc
-%-%100%8%13%22%1%24%34%3%11%32%

Publications, such as
magazines, periodicals,

---1533**238customer newsletters
-%-%-%100%76%62%60%3%18%67%74%55%

----**--****Other
-%-%-%-%1%1%-%-%3%2%1%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
189221-162814292228212829Unweighted total

6717-815615101581515Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2212-342434344mail
39%33%100%27%-%36%29%36%29%31%29%34%29%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

21*2-153525355customer packs etc
29%22%6%31%-%17%32%45%32%22%32%33%32%32%

Publications, such as
magazines, periodicals,

43*5-683878588customer newsletters
73%45%6%68%-%76%54%58%55%70%54%55%54%55%

-*-*--********Other
-%1%-%1%-%-%*%1%*%1%*%1%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
10192116321542-429Unweighted total

788*7*13232-315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

132*2*32**-*4mail
17%41%24%100%30%85%20%84%2%3%-%2%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

143-2*5**2-*5customer packs etc
18%46%39%-%26%15%35%18%11%100%-%11%32%

Publications, such as
magazines, periodicals,

535*3-813*-38customer newsletters
68%42%61%100%45%-%60%29%91%3%-%91%55%

-*----*-----*Other
-%1%-%-%-%-%*%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
214474463731129Unweighted total
***31*11*11415Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

***11*1**1*14mail
16%100%15%30%76%10%95%18%12%70%4%27%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

***-*******15customer packs etc
100%100%48%-%15%100%14%90%86%33%4%14%32%

Publications, such as
magazines, periodicals,

***2******128customer newsletters
16%100%67%68%19%10%9%18%12%7%95%63%55%

---**--******Other
-%-%-%2%4%-%-%10%14%4%5%1%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Oct' 2018Aug' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2217811232122629Unweighted total
22832*22141315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

**31-**111**4mail
8%20%43%18%-%100%20%46%78%28%21%18%29%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--23---1*1*25customer packs etc
-%-%28%85%-%-%-%54%22%15%79%87%32%

Publications, such as
magazines, periodicals,

224*2-21*2**8customer newsletters
92%100%50%8%100%-%100%46%22%63%21%5%55%

--*------*--*Other
-%-%1%-%-%-%-%-%-%1%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o. Do you use any of the following products to send your bulk mailings?
Royal Mail unsorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4211112237416Unweighted total
2*2*21**167Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2*-*2**-*44mail
95%32%-%100%100%28%37%-%44%70%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*2*-1***23customer packs etc
-%100%100%100%-%56%63%77%37%38%42%

Publications, such as
magazines, periodicals,

**-*2*-**22customer newsletters
3%32%-%100%100%16%-%23%17%38%34%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*Don't know
5%-%-%-%-%12%-%-%26%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
51-10-211--6--16Unweighted total
1*-6-**2--4--7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

1--4-*----4--4mail
82%-%-%61%-%39%-%-%-%-%90%-%-%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1--2-*-2--*--3customer packs etc
87%-%-%37%-%61%-%100%-%-%8%-%-%42%

Publications, such as
magazines, periodicals,

1--2------2--2customer newsletters
69%-%-%30%-%-%-%-%-%-%47%-%-%34%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*------*Don't know
-%100%-%1%-%-%100%-%-%-%-%-%-%2%
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2143138-151-1-16Unweighted total
*7254-*2*-*-7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-4*44--1----4mail
-%64%11%81%88%-%-%31%-%-%-%-%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*321*-*2*-*-3customer packs etc
100%40%92%23%6%-%100%91%100%-%100%-%42%

Publications, such as
magazines, periodicals,

-2*22--1----2customer newsletters
-%35%2%46%44%-%-%24%-%-%-%-%34%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**-------*Don't know
-%2%-%3%4%-%-%-%-%-%-%-%2%
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
574-1616Unweighted total
161-77Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

14*-44mail
70%65%28%-%62%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

12*-33customer packs etc
89%31%72%-%42%42%

Publications, such as
magazines, periodicals,

12--22customer newsletters
59%34%-%-%34%34%

------Other
-%-%-%-%-%-%

-*--**Don't know
-%3%-%-%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
871214----116816Unweighted total
34**7----**347Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

14-*4-----*144mail
25%93%-%51%63%-%-%-%-%-%100%23%90%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

3***3----*-2*3customer packs etc
84%7%100%49%42%-%-%-%-%100%-%87%10%42%

Publications, such as
magazines, periodicals,

12--2------122customer newsletters
20%46%-%-%35%-%-%-%-%-%-%21%45%34%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**--*------***Don't know
3%1%-%-%2%-%-%-%-%-%-%3%1%2%
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1---11312161115141516Unweighted total
-*---*53725457Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----*4*414344mail
-%-%-%-%-%100%83%12%62%52%82%74%82%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*----12311113customer packs etc
-%100%-%-%-%-%22%84%42%65%23%34%23%42%

Publications, such as
magazines, periodicals,

------2*212122customer newsletters
-%-%-%-%-%-%47%7%34%43%45%19%45%34%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********Don't know
-%-%-%-%-%-%3%2%2%9%3%4%3%2%
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1473--------1116Unweighted total
*132--------27Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*22--------14mail
-%55%80%95%-%-%-%-%-%-%-%-%52%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*1---------13customer packs etc
-%53%34%-%-%-%-%-%-%-%-%-%65%42%

Publications, such as
magazines, periodicals,

-*2*--------12customer newsletters
-%8%84%3%-%-%-%-%-%-%-%-%43%34%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--------**Don't know
100%-%-%5%-%-%-%-%-%-%-%-%9%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
114115515-263-16Unweighted total
*5*71*1-*1*-7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-4-41-*-*1*-4mail
-%84%-%63%74%-%31%-%51%57%26%-%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-1-31-*--1--3customer packs etc
-%24%-%42%76%-%60%-%-%87%-%-%42%

Publications, such as
magazines, periodicals,

-2-21-*--1*-2customer newsletters
-%46%-%35%62%-%23%-%-%44%74%-%34%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

******--*-*-*Don't know
100%1%100%1%6%100%-%-%49%-%26%-%2%
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-715729121216Unweighted total
-153*1*1*17Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-142-1-*-*4mail
-%53%82%84%-%59%-%74%-%74%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-111*1*1*13customer packs etc
-%84%23%30%50%67%100%100%100%100%42%

Publications, such as
magazines, periodicals,

-122-1-*-*2customer newsletters
-%63%45%88%-%49%-%74%-%74%34%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-*****----*Don't know
-%5%3%2%50%4%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
3121110131415107-514416Unweighted total
*53245*121-1417Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*42134*111-1314mail
37%83%76%56%76%84%100%59%56%43%-%59%74%66%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*11111*111-1113customer packs etc
80%16%35%69%35%24%100%88%69%84%-%88%34%87%42%

Publications, such as
magazines, periodicals,

*22112*111-1112customer newsletters
37%41%75%45%20%46%100%70%45%51%-%70%19%79%34%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****--**--*-*Don't know
-%-%2%4%2%1%-%-%4%8%-%-%4%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---113104589716Unweighted total
---*52111117Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*41111114mail
-%-%-%100%86%45%70%62%47%59%69%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---*11111113customer packs etc
-%-%-%100%22%79%93%81%83%67%65%42%

Publications, such as
magazines, periodicals,

---*21111112customer newsletters
-%-%-%100%47%41%70%74%55%49%64%34%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

----********Don't know
-%-%-%-%1%4%7%6%4%4%5%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
105-13-8158161416141616Unweighted total

43-5-173757577Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

22-3-142434344mail
49%86%-%51%-%55%63%78%62%51%62%50%62%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

21-3-131333333customer packs etc
51%28%-%56%-%80%41%32%42%54%42%56%42%42%

Publications, such as
magazines, periodicals,

21-2-121212122customer newsletters
42%22%-%48%-%65%35%21%34%13%34%12%34%34%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*********Don't know
1%-%-%1%-%5%2%5%2%3%2%3%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
115111428531-416Unweighted total

524*2*411*-17Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

412*2-21*--*4mail
83%24%45%100%92%-%48%70%65%-%-%57%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

122-1*211--13customer packs etc
14%92%52%-%25%100%50%70%100%-%-%89%42%

Publications, such as
magazines, periodicals,

2**-2-***--*2customer newsletters
42%20%5%-%92%-%5%58%65%-%-%57%34%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

***-*--*-*-**Don't know
1%4%1%-%4%-%-%18%-%100%-%11%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-22-4323141516Unweighted total
-**-********7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-**-********4mail
-%45%55%-%85%31%100%79%100%83%100%72%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-**-********3customer packs etc
-%45%45%-%30%62%45%17%100%14%100%25%42%

Publications, such as
magazines, periodicals,

-**-********2customer newsletters
-%45%55%-%33%31%100%17%100%32%100%28%34%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-*-*-**Don't know
-%55%-%-%-%38%-%21%-%17%-%15%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Nov' 2018Oct' 2018Jul' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
3157111151616Unweighted total
2**4*2***237Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2**2-2-**2*4mail
87%100%72%49%-%100%-%100%72%100%18%62%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-*3--*-*-33customer packs etc
8%-%25%60%-%-%100%-%25%-%96%42%

Publications, such as
magazines, periodicals,

*-*2*---*2*2customer newsletters
5%-%28%49%100%-%-%-%28%100%18%34%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

--**----*-**Don't know
-%-%15%2%-%-%-%-%15%-%4%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
3211110235414Unweighted total
2*2*21***67Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2*-*2**-*44mail
100%32%-%100%100%31%37%-%60%70%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*2*-1***23customer packs etc
-%100%100%100%-%64%63%77%50%38%43%

Publications, such as
magazines, periodicals,

**-*2*-**22customer newsletters
3%32%-%100%100%18%-%23%23%38%35%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5--9-2-1--6--14Unweighted total
1--6-*-2--4--7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

1--4-*----4--4mail
82%-%-%61%-%39%-%-%-%-%90%-%-%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1--2-*-2--*--3customer packs etc
87%-%-%37%-%61%-%100%-%-%8%-%-%43%

Publications, such as
magazines, periodicals,

1--2------2--2customer newsletters
69%-%-%31%-%-%-%-%-%-%47%-%-%35%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2123116-151-1-14Unweighted total
*7254-*2*-*-7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-4*44--1----4mail
-%66%11%84%92%-%-%31%-%-%-%-%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*321*-*2*-*-3customer packs etc
100%41%92%24%6%-%100%91%100%-%100%-%43%

Publications, such as
magazines, periodicals,

-2*22--1----2customer newsletters
-%36%2%48%46%-%-%24%-%-%-%-%35%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
554-1414Unweighted total
151-77Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

14*-44mail
70%66%28%-%64%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

12*-33customer packs etc
89%32%72%-%43%43%

Publications, such as
magazines, periodicals,

12--22customer newsletters
59%35%-%-%35%35%

------Other
-%-%-%-%-%-%

------Don't know
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
761212----115714Unweighted total
34**7----**347Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

14-*4-----*144mail
26%94%-%51%64%-%-%-%-%-%100%24%91%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

3***3----*-2*3customer packs etc
87%7%100%49%43%-%-%-%-%100%-%90%10%43%

Publications, such as
magazines, periodicals,

12--2------122customer newsletters
21%47%-%-%36%-%-%-%-%-%-%22%46%35%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 97  (continuation)                                                                                                                                                   Page 1808

QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1---1111114913121314Unweighted total
-*---*53715357Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----*4*414344mail
-%-%-%-%-%100%86%13%64%58%85%77%85%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*----12311113customer packs etc
-%100%-%-%-%-%23%85%43%71%24%36%24%43%

Publications, such as
magazines, periodicals,

------2*212122customer newsletters
-%-%-%-%-%-%49%7%35%47%46%20%46%35%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-472--------914Unweighted total
-132--------17Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*22--------14mail
-%55%80%100%-%-%-%-%-%-%-%-%58%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*1---------13customer packs etc
-%53%34%-%-%-%-%-%-%-%-%-%71%43%

Publications, such as
magazines, periodicals,

-*2*--------12customer newsletters
-%8%84%3%-%-%-%-%-%-%-%-%47%35%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-13-144-5-162-14Unweighted total
-5-71-1-*1*-7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-4-41-*-*1*-4mail
-%85%-%64%79%-%31%-%100%57%34%-%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-1-31-*--1--3customer packs etc
-%24%-%43%81%-%60%-%-%87%-%-%43%

Publications, such as
magazines, periodicals,

-2-21-*--1*-2customer newsletters
-%46%-%35%67%-%23%-%-%44%100%-%35%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-613618121214Unweighted total
-153*1*1*17Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-142-1-*-*4mail
-%56%85%86%-%62%-%74%-%74%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-111*1*1*13customer packs etc
-%89%24%31%100%69%100%100%100%100%43%

Publications, such as
magazines, periodicals,

-122-1-*-*2customer newsletters
-%67%46%90%-%51%-%74%-%74%35%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 97  (continuation)                                                                                                                                                   Page 1812

QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
31210912131596-512414Unweighted total
*53135*111-1317Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*42134*111-1314mail
37%83%78%58%77%85%100%59%58%46%-%59%77%66%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*11111*111-1113customer packs etc
80%16%36%71%36%24%100%88%71%91%-%88%36%87%43%

Publications, such as
magazines, periodicals,

*22112*111-1112customer newsletters
37%41%76%47%20%46%100%70%47%55%-%70%20%79%35%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---11293478614Unweighted total
---*52111117Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*41111114mail
-%-%-%100%87%47%76%66%49%62%73%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---*11111113customer packs etc
-%-%-%100%22%82%100%87%87%69%69%43%

Publications, such as
magazines, periodicals,

---*21111112customer newsletters
-%-%-%100%48%43%76%79%57%51%68%35%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
95-12-7136141214121414Unweighted total
43-5-173757577Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

22-3-142434344mail
49%86%-%52%-%58%65%82%64%53%64%51%64%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

21-3-131333333customer packs etc
52%28%-%57%-%84%42%33%43%56%43%57%43%43%

Publications, such as
magazines, periodicals,

21-2-121212122customer newsletters
43%22%-%49%-%69%36%22%35%14%35%13%35%35%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
10410132833--314Unweighted total

424*2*411--17Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

412*2-21*--*4mail
84%25%46%100%96%-%48%86%65%-%-%65%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

122-1*211--13customer packs etc
14%96%53%-%26%100%50%85%100%-%-%100%43%

Publications, such as
magazines, periodicals,

2**-2-***--*2customer newsletters
43%21%5%-%96%-%5%71%65%-%-%65%35%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-12-4222131414Unweighted total
-**-********7Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-**-********4mail
-%100%55%-%85%50%100%100%100%100%100%85%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-**-********3customer packs etc
-%100%45%-%30%100%45%22%100%17%100%30%43%

Publications, such as
magazines, periodicals,

-**-********2customer newsletters
-%100%55%-%33%50%100%22%100%39%100%33%35%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Nov' 2018Oct' 2018Jul' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
3146111141514Unweighted total
2**4*2***237Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2**2-2-**2*4mail
87%100%85%50%-%100%-%100%85%100%18%64%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-*3--*-*-33customer packs etc
8%-%30%61%-%-%100%-%30%-%100%43%

Publications, such as
magazines, periodicals,

*-*2*---*2*2customer newsletters
5%-%33%50%100%-%-%-%33%100%18%35%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8p. Do you use any of the following products to send your bulk mailings?
Royal Mail sorted bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
----2----22Unweighted total
----1----11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----*----**mail
-%-%-%-%22%-%-%-%-%22%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----1----11customer packs etc
-%-%-%-%78%-%-%-%-%78%78%

Publications, such as
magazines, periodicals,

-----------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--11-------1-2Unweighted total
--*1-------1-1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*----------*mail
-%-%100%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---1-------1-1customer packs etc
-%-%-%100%-%-%-%-%-%-%-%100%-%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2-21-----1-2Unweighted total
-1-1*-----1-1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*-**-------*mail
-%22%-%22%100%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-1-1------1-1customer packs etc
-%78%-%78%-%-%-%-%-%-%100%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--2-22Unweighted total
--1-11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*-**mail
-%-%22%-%22%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--1-11customer packs etc
-%-%78%-%78%78%

Publications, such as
magazines, periodicals,

------customer newsletters
-%-%-%-%-%-%

------Other
-%-%-%-%-%-%

------Don't know
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11--2------112Unweighted total
*1--1------*11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*---*------*-*mail
100%-%-%-%22%-%-%-%-%-%-%100%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-1--1-------11customer packs etc
-%100%-%-%78%-%-%-%-%-%-%-%100%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-------12----2Unweighted total
-------11----1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------*----*mail
-%-%-%-%-%-%-%-%22%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------11----1customer packs etc
-%-%-%-%-%-%-%100%78%-%-%-%-%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-------------2Unweighted total
-------------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-------------*mail
-%-%-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------1customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
---2--------2Unweighted total
---1--------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*--------*mail
-%-%-%22%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---1--------1customer packs etc
-%-%-%78%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----------2Unweighted total
----------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----------*mail
-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----------1customer packs etc
-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-----------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--------------2Unweighted total
--------------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------------*mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------1customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

---------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---1-------2Unweighted total
---1-------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----------*mail
-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---1-------1customer packs etc
-%-%-%100%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--1--112-1112Unweighted total
1--1--111-1111Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-------*----*mail
22%-%-%-%-%-%-%-%22%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1--1--111-1111customer packs etc
78%-%-%100%-%-%100%100%78%-%100%100%100%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-2--11-----2Unweighted total
1-1--1*-----1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-*---*-----*mail
22%-%22%-%-%-%100%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1-1--1------1customer packs etc
78%-%78%-%-%100%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------2Unweighted total
------------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------------*mail
-%-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------------1customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q2 2018Jun' 2018May' 2018Total base

*b*aSignificance Level: 95%
2112Unweighted total
11*1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-**mail
22%-%100%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

11-1customer packs etc
78%100%-%78%

Publications, such as
magazines, periodicals,

----customer newsletters
-%-%-%-%

----Other
-%-%-%-%

----Don't know
-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
----2----22Unweighted total
----1----11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----*----**mail
-%-%-%-%22%-%-%-%-%22%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----1----11customer packs etc
-%-%-%-%78%-%-%-%-%78%78%

Publications, such as
magazines, periodicals,

-----------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--11-------1-2Unweighted total
--*1-------1-1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*----------*mail
-%-%100%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---1-------1-1customer packs etc
-%-%-%100%-%-%-%-%-%-%-%100%-%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2-21-----1-2Unweighted total
-1-1*-----1-1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*-**-------*mail
-%22%-%22%100%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-1-1------1-1customer packs etc
-%78%-%78%-%-%-%-%-%-%100%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--2-22Unweighted total
--1-11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--*-**mail
-%-%22%-%22%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--1-11customer packs etc
-%-%78%-%78%78%

Publications, such as
magazines, periodicals,

------customer newsletters
-%-%-%-%-%-%

------Other
-%-%-%-%-%-%

------Don't know
-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11--2------112Unweighted total
*1--1------*11Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*---*------*-*mail
100%-%-%-%22%-%-%-%-%-%-%100%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-1--1-------11customer packs etc
-%100%-%-%78%-%-%-%-%-%-%-%100%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-------12----2Unweighted total
-------11----1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------*----*mail
-%-%-%-%-%-%-%-%22%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------11----1customer packs etc
-%-%-%-%-%-%-%100%78%-%-%-%-%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-------------2Unweighted total
-------------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-------------*mail
-%-%-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-------------1customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
---2--------2Unweighted total
---1--------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*--------*mail
-%-%-%22%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---1--------1customer packs etc
-%-%-%78%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----------2Unweighted total
----------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----------*mail
-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----------1customer packs etc
-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-----------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%

-----------Other
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--------------2Unweighted total
--------------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

--------------*mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--------------1customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

---------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---1-------2Unweighted total
---1-------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----------*mail
-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---1-------1customer packs etc
-%-%-%100%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%

------------Other
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2--1--112-1112Unweighted total
1--1--111-1111Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-------*----*mail
22%-%-%-%-%-%-%-%22%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1--1--111-1111customer packs etc
78%-%-%100%-%-%100%100%78%-%100%100%100%78%

Publications, such as
magazines, periodicals,

--------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-2--11-----2Unweighted total
1-1--1*-----1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-*---*-----*mail
22%-%22%-%-%-%100%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

1-1--1------1customer packs etc
78%-%78%-%-%100%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------2Unweighted total
------------1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------------*mail
-%-%-%-%-%-%-%-%-%-%-%-%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

------------1customer packs etc
-%-%-%-%-%-%-%-%-%-%-%-%78%

Publications, such as
magazines, periodicals,

-------------customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Other
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q2 2018Jun' 2018May' 2018Total base

*b*aSignificance Level: 95%
2112Unweighted total
11*1Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-**mail
22%-%100%22%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

11-1customer packs etc
78%100%-%78%

Publications, such as
magazines, periodicals,

----customer newsletters
-%-%-%-%

----Other
-%-%-%-%

----Don't know
-%-%-%-%
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QV8q. Do you use any of the following products to send your bulk mailings?
Royal Mail Wholesale Access
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-124-7-25411Unweighted total
-**2-1-*145Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----*-**22mail
-%-%-%-%-%46%-%83%24%43%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---*-*--*22customer packs etc
-%-%-%7%-%34%-%-%54%43%41%

Publications, such as
magazines, periodicals,

---*-*--**1customer newsletters
-%-%-%12%-%26%-%-%42%7%11%

-**2-*-**22Don't know
-%100%100%81%-%24%-%17%28%50%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-3711111-2--11Unweighted total
*-*41**2*-1--5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---2--*2*----2mail
-%-%-%49%-%-%100%100%100%-%-%-%-%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---2-**2-----2customer packs etc
-%-%-%46%-%100%100%100%-%-%-%-%-%41%

Publications, such as
magazines, periodicals,

--**--*------1customer newsletters
-%-%79%3%-%-%100%-%-%-%-%-%-%11%

*-*21-----1--2Don't know
100%-%21%48%100%-%-%-%-%-%100%-%-%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11296-11--3-11Unweighted total
-5*54-**--1-5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2*22-----*-2mail
-%43%74%42%56%-%-%-%-%-%11%-%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2*22-----*-2customer packs etc
-%41%74%40%48%-%-%-%-%-%24%-%41%

Publications, such as
magazines, periodicals,

-1***-----*-1customer newsletters
-%11%74%8%11%-%-%-%-%-%11%-%11%

-2*21-**--1-2Don't know
-%45%26%46%33%-%100%100%-%-%76%-%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
452-1111Unweighted total
122-55Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2-22mail
54%-%91%-%43%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-2-22customer packs etc
18%-%100%-%41%41%

Publications, such as
magazines, periodicals,

**--11customer newsletters
58%4%-%-%11%11%

*2--22Don't know
6%96%-%-%45%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5511101-----4611Unweighted total
122*5*-----145Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2*2*-----*22mail
46%-%100%100%42%100%-%-%-%-%-%37%43%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**2*2*------22customer packs etc
15%7%100%100%40%100%-%-%-%-%-%-%47%41%

Publications, such as
magazines, periodicals,

**-***-----**1customer newsletters
50%4%-%100%8%100%-%-%-%-%-%41%2%11%

*2--2------*22Don't know
19%89%-%-%47%-%-%-%-%-%-%22%51%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-11--81011711101111Unweighted total
*-**--43525355Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-----2*2*2*22mail
100%-%-%-%-%-%46%12%43%22%43%12%43%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-----2*2*2*22customer packs etc
100%-%-%-%-%-%43%9%41%7%41%9%41%41%

Publications, such as
magazines, periodicals,

*-**---1111111customer newsletters
100%-%100%100%-%-%-%17%11%29%11%17%11%11%

------22212222Don't know
-%-%-%-%-%-%51%70%45%57%45%70%45%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-54111-1----611Unweighted total
-12*2*-*----25Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*--2*-*----*2mail
-%47%-%-%100%100%-%100%-%-%-%-%16%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-**-2*-*-----2customer packs etc
-%15%7%-%100%100%-%100%-%-%-%-%-%41%

Publications, such as
magazines, periodicals,

-**--*-*----*1customer newsletters
-%51%4%-%-%100%-%100%-%-%-%-%23%11%

-*2*--------12Don't know
-%18%88%100%-%-%-%-%-%-%-%-%61%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
8374115-34--11Unweighted total
4132**2-*1--5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2-2*-**-*---2mail
59%-%55%17%-%100%16%-%88%-%-%-%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*2*-*--*---2customer packs etc
51%13%55%11%-%100%-%-%29%-%-%-%41%

Publications, such as
magazines, periodicals,

1-1--**-**--1customer newsletters
15%-%16%-%-%100%24%-%29%29%-%-%11%

1111*-1-*1--2Don't know
30%87%33%72%100%-%60%-%12%71%-%-%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
1410434331311Unweighted total
213111*1**5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2***-**--*2mail
100%73%12%73%-%73%80%-%-%80%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2***-**--*2customer packs etc
100%24%9%24%-%24%26%-%-%26%41%

Publications, such as
magazines, periodicals,

-*1*******1customer newsletters
-%24%17%24%23%42%46%20%100%46%11%

-*2*1*-1--2Don't know
-%27%70%27%77%9%-%80%-%-%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
165566-455-510511Unweighted total
*21122-*21-1315Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*****-***-***2mail
-%7%9%47%7%7%-%79%24%66%-%66%12%66%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*****-***-***2customer packs etc
-%16%19%15%16%16%-%26%8%22%-%22%9%22%41%

Publications, such as
magazines, periodicals,

-**1**-***-*1*1customer newsletters
-%24%9%63%24%24%-%26%25%38%-%22%17%22%11%

*11*11-*1*-*2*2Don't know
100%67%81%6%67%67%-%21%59%17%-%34%70%34%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---2661133411Unweighted total
---122*****5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----**--*-*2mail
-%-%-%-%7%22%-%-%90%-%57%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----**--*--2customer packs etc
-%-%-%-%16%16%-%-%29%-%-%41%

Publications, such as
magazines, periodicals,

----**--***1customer newsletters
-%-%-%-%24%13%-%-%29%90%21%11%

---111*****2Don't know
-%-%-%100%67%63%100%100%10%10%22%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4415-711811911111111Unweighted total
*2*1-253535555Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*-*-*22222222mail
-%22%-%47%-%23%43%63%43%60%43%43%43%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

****-*22222222customer packs etc
40%7%100%15%-%17%41%55%41%57%41%41%41%41%

Publications, such as
magazines, periodicals,

**-*-*1*1*1111customer newsletters
24%24%-%51%-%8%11%7%11%6%11%11%11%11%

*1-*-121212222Don't know
36%61%-%18%-%67%45%34%45%32%45%45%45%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
654-619181-911Unweighted total
222-3*5*41-55Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2*-2-2*2--22mail
-%89%16%-%59%-%42%100%57%-%-%45%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2--2-2*2--22customer packs etc
-%85%-%-%65%-%40%100%49%-%-%40%41%

Publications, such as
magazines, periodicals,

***-*-**1--11customer newsletters
16%5%18%-%4%-%8%100%14%-%-%11%11%

2*1-1*2-11-22Don't know
84%4%67%-%35%100%46%-%33%100%-%46%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-12-2312222311Unweighted total
-**-********5Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------------2mail
-%-%-%-%-%-%-%-%-%-%-%-%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--*-**-----*2customer packs etc
-%-%74%-%78%61%-%-%-%-%-%61%41%

Publications, such as
magazines, periodicals,

------------1customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%11%

-**-********2Don't know
-%100%26%-%22%39%100%100%100%100%100%39%45%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Jul' 2018Jun' 2018Apr' 2018Jan' 2018Total base

*c*b*a*d*c*b*aSignificance Level: 95%
263233311Unweighted total
*32*2*25Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2*--22mail
72%-%95%72%-%-%95%43%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*2--*22customer packs etc
-%6%95%-%-%61%95%41%

Publications, such as
magazines, periodicals,

-**-*-*1customer newsletters
-%12%12%-%13%-%12%11%

*2-*2*-2Don't know
28%82%-%28%87%39%-%45%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---2-4-1326Unweighted total
---*-1-**23Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-----*-**22mail
-%-%-%-%-%60%-%100%33%85%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---*-*--*22customer packs etc
-%-%-%35%-%44%-%-%75%85%75%

Publications, such as
magazines, periodicals,

---*-*--**1customer newsletters
-%-%-%65%-%35%-%-%58%15%20%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--24-1111----6Unweighted total
--*2-**2*----3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---2--*2*----2mail
-%-%-%93%-%-%100%100%100%-%-%-%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

---2-**2-----2customer packs etc
-%-%-%88%-%100%100%100%-%-%-%-%-%75%

Publications, such as
magazines, periodicals,

--**--*------1customer newsletters
-%-%100%6%-%-%100%-%-%-%-%-%-%20%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-6154-----2-6Unweighted total
-3*32-----*-3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2*22-----*-2mail
-%79%100%78%83%-%-%-%-%-%44%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2*22-----*-2customer packs etc
-%75%100%74%72%-%-%-%-%-%100%-%75%

Publications, such as
magazines, periodicals,

-1***-----*-1customer newsletters
-%20%100%16%17%-%-%-%-%-%44%-%20%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
312-66Unweighted total
1*2-33Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2-22mail
57%-%91%-%79%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-2-22customer packs etc
19%-%100%-%75%75%

Publications, such as
magazines, periodicals,

**--11customer newsletters
62%100%-%-%20%20%

------Don't know
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
321151-----236Unweighted total
1*2*3*-----123Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2*2*-----*22mail
57%-%100%100%78%100%-%-%-%-%-%47%87%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

**2*2*------22customer packs etc
19%62%100%100%74%100%-%-%-%-%-%-%95%75%

Publications, such as
magazines, periodicals,

**-***-----**1customer newsletters
62%38%-%100%16%100%-%-%-%-%-%53%5%20%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-11--35646566Unweighted total
*-**--21313133Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-----2*2*2*22mail
100%-%-%-%-%-%92%41%79%50%79%41%79%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-----2*2*2*22customer packs etc
100%-%-%-%-%-%88%31%75%16%75%31%75%75%

Publications, such as
magazines, periodicals,

*-**---1111111customer newsletters
100%-%100%100%-%-%-%55%20%66%20%55%20%20%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-32-11-1----36Unweighted total
-1*-2*-*----13Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*--2*-*----*2mail
-%57%-%-%100%100%-%100%-%-%-%-%40%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-**-2*-*-----2customer packs etc
-%19%62%-%100%100%-%100%-%-%-%-%-%75%

Publications, such as
magazines, periodicals,

-**--*-*----*1customer newsletters
-%62%38%-%-%100%-%100%-%-%-%-%60%20%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
5142-13-22--6Unweighted total
2*2*-*1-**--3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2-2*-**-*---2mail
84%-%82%62%-%100%40%-%100%-%-%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*2*-*--*---2customer packs etc
74%100%82%38%-%100%-%-%33%-%-%-%75%

Publications, such as
magazines, periodicals,

1-1--**-**--1customer newsletters
21%-%23%-%-%100%60%-%33%100%-%-%20%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
12521331136Unweighted total
2*1*******3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2***-**--*2mail
100%100%41%100%-%80%80%-%-%80%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2***-**--*2customer packs etc
100%33%31%33%-%26%26%-%-%26%75%

Publications, such as
magazines, periodicals,

-*1*******1customer newsletters
-%33%55%33%100%46%46%100%100%46%20%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-32433-233-2526Unweighted total
-1*111-*1*-*1*3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*****-***-***2mail
-%22%44%50%22%22%-%100%57%80%-%100%41%100%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*****-***-***2customer packs etc
-%50%100%16%50%50%-%33%19%26%-%33%31%33%75%

Publications, such as
magazines, periodicals,

-**1**-***-*1*1customer newsletters
-%72%44%66%72%72%-%33%62%46%-%33%55%33%20%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----34--2226Unweighted total
----11--***3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

----**--*-*2mail
-%-%-%-%22%60%-%-%100%-%73%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

----**--*--2customer packs etc
-%-%-%-%50%44%-%-%33%-%-%75%

Publications, such as
magazines, periodicals,

----**--***1customer newsletters
-%-%-%-%72%35%-%-%33%100%27%20%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2313-364656666Unweighted total
*1*1-132323333Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*-*-*22222222mail
-%57%-%57%-%71%79%96%79%89%79%79%79%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

****-*22222222customer packs etc
62%19%100%19%-%52%75%84%75%85%75%75%75%75%

Publications, such as
magazines, periodicals,

**-*-*1*1*1111customer newsletters
38%62%-%62%-%23%20%10%20%10%20%20%20%20%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
242-3-515--56Unweighted total
*21-2-3*2--23Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2*-2-2*2--22mail
-%93%47%-%92%-%78%100%84%-%-%84%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-2--2-2*2--22customer packs etc
-%88%-%-%100%-%74%100%74%-%-%74%75%

Publications, such as
magazines, periodicals,

***-*-**1--11customer newsletters
100%6%53%-%6%-%16%100%21%-%-%21%20%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1-11-----16Unweighted total
--*-**-----*3Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

------------2mail
-%-%-%-%-%-%-%-%-%-%-%-%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--*-**-----*2customer packs etc
-%-%100%-%100%100%-%-%-%-%-%100%75%

Publications, such as
magazines, periodicals,

------------1customer newsletters
-%-%-%-%-%-%-%-%-%-%-%-%20%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Jul' 2018Jun' 2018Apr' 2018Jan' 2018Total base

*c*b*a*d*c*b*aSignificance Level: 95%
12311136Unweighted total
**2***23Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2*--22mail
100%-%95%100%-%-%95%79%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*2--*22customer packs etc
-%35%95%-%-%100%95%75%

Publications, such as
magazines, periodicals,

-**-*-*1customer newsletters
-%65%12%-%100%-%12%20%

--------Don't know
-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8r. Do you use any of the following products to send your bulk mailings?
Bulk mail product from a different provider - other)
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
751442547141944Unweighted total
412453*112022Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2*-331**189mail
53%41%-%71%62%49%27%7%77%38%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*2*-1*1*78customer packs etc
46%66%100%13%-%44%58%65%28%34%35%

Publications, such as
magazines, periodicals,

**-341-**1011customer newsletters
3%7%-%71%81%28%-%42%28%51%48%

-----**---*Other
-%-%-%-%-%2%15%-%-%-%*%

*----*--*-*Don't know
2%-%-%-%-%6%-%-%11%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1041291534-1141-44Unweighted total

21*191114-192-22Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

11*8-*-*-16--9mail
30%60%100%39%-%32%-%7%-%100%65%-%-%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2**511*2--2--8customer packs etc
95%30%100%28%100%52%5%47%-%-%22%-%-%35%

Publications, such as
magazines, periodicals,

1**9-*12--42-11customer newsletters
39%50%100%49%-%16%91%56%-%-%44%100%-%48%

---*------*--*Other
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

-*-*--*------*Don't know
-%10%-%*%-%-%5%-%-%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
83613312322103-3144Unweighted total
220715122*4*-3122Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*9*87-*2*---9mail
13%42%5%57%56%-%50%45%56%-%-%-%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

17443**3*-*18customer packs etc
38%35%56%25%24%32%50%69%100%-%8%100%35%

Publications, such as
magazines, periodicals,

293861-1*-3-11customer newsletters
83%45%42%51%50%68%-%16%56%-%92%-%48%

-*-**-------*Other
-%*%-%*%*%-%-%-%-%-%-%-%*%

-*-**-------*Don't know
-%1%-%1%1%-%-%-%-%-%-%-%1%
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Table 102  (continuation)                                                                                                                                                  Page 1881

QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
191312-4444Unweighted total

994-2222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

251-99mail
26%57%34%-%39%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

342-88customer packs etc
27%41%39%-%35%35%

Publications, such as
magazines, periodicals,

622-1111customer newsletters
70%23%53%-%48%48%

-*--**Other
-%1%-%-%*%*%

-*--**Don't know
-%2%-%-%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
22211638----15162244Unweighted total
1112*221----*191222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

36-18-----1269mail
30%49%-%71%37%-%-%-%-%-%76%23%48%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

53**7----**438customer packs etc
46%24%100%29%36%-%-%-%-%100%24%49%25%35%

Publications, such as
magazines, periodicals,

56-*11-----*5611customer newsletters
46%50%-%4%51%-%-%-%-%-%4%54%50%48%

*--*------*--*Other
1%-%-%4%-%-%-%-%-%-%4%-%-%*%

**--*------***Don't know
1%*%-%-%1%-%-%-%-%-%-%1%*%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*afe*dcbaSignificance Level: 95%
-113142634432336333344Unweighted total
-*13**111322815131222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---1-*75948679mail
-%-%-%35%-%88%67%34%39%55%56%49%62%39%

f

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*-*-*37823338customer packs etc
-%100%-%2%-%26%25%51%35%24%19%22%24%35%

abc

Publications, such as
magazines, periodicals,

--13-*5411497711customer newsletters
-%-%100%98%-%14%44%32%48%54%57%50%55%48%

f

----*--*******Other
-%-%-%-%100%-%-%*%*%1%*%*%*%*%

------********Don't know
-%-%-%-%-%-%1%*%1%2%1%1%1%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
281475-----1-2244Unweighted total
*1635-----1-722Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*223-----1-39mail
-%58%40%93%59%-%-%-%-%-%100%-%49%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*12*--------28customer packs etc
84%62%33%4%-%-%-%-%-%-%-%-%27%35%

Publications, such as
magazines, periodicals,

-*513-------411customer newsletters
-%27%78%20%62%-%-%-%-%-%-%-%62%48%

-*----------**Other
-%7%-%-%-%-%-%-%-%-%-%-%1%*%

*--*--------**Don't know
16%-%-%4%-%-%-%-%-%-%-%-%2%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
234440911314116144Unweighted total
1143191*6*132122Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-8*91-3-11119mail
-%60%2%45%56%-%56%-%87%29%69%100%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-3261-1**1*-8customer packs etc
-%21%60%31%72%-%13%100%5%32%21%-%35%

Publications, such as
magazines, periodicals,

181101-3--32-11customer newsletters
92%55%38%50%60%-%54%-%-%75%94%-%48%

-*-**----*--*Other
-%*%-%*%4%-%-%-%-%2%-%-%*%

******--*-*-*Don't know
8%*%3%*%4%100%-%-%8%-%3%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*b*a*b*a*b*aSignificance Level: 95%
-143112320252444Unweighted total
-612426132122Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-273-4-1-19mail
-%38%63%75%-%76%-%19%-%54%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-231*2*1*18customer packs etc
-%35%23%35%5%31%8%35%5%100%35%

Publications, such as
magazines, periodicals,

-37322122111customer newsletters
-%60%57%78%91%40%92%84%95%54%48%

--*--*----*Other
-%-%*%-%-%1%-%-%-%-%*%

-*****----*Don't know
-%1%1%1%5%1%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*cba*d*c*b*a*d*cb*aSignificance Level: 95%
725252131321101913-1332944Unweighted total
111871212*675-813422Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*65467*442-3629mail
19%57%55%56%53%62%100%58%58%37%-%35%50%47%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

112233*111-1318customer packs etc
85%14%26%23%25%25%100%18%21%30%-%18%21%36%35%

Publications, such as
magazines, periodicals,

*76457*443-57211customer newsletters
8%61%67%55%46%55%100%58%57%56%-%65%52%55%48%

-*****--**--*-*Other
-%1%1%1%*%*%-%-%1%1%-%-%*%-%*%

--****--**--*-*Don't know
-%-%1%1%*%*%-%-%1%2%-%-%1%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--2326248713131644Unweighted total
--*11176234622Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*73422239mail
-%-%-%8%59%42%63%72%57%42%53%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--**22112118customer packs etc
-%-%100%8%16%35%12%45%53%23%20%35%

Publications, such as
magazines, periodicals,

---1743113411customer newsletters
-%-%-%100%63%57%61%29%32%60%72%48%

----**--****Other
-%-%-%-%*%1%-%-%2%1%1%*%

----********Don't know
-%-%-%-%*%1%1%2%2%1%1%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cb*aedcbaSignificance Level: 95%
2714233-234221443543344344Unweighted total
109112-9229221522132222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

4414-494969599mail
43%48%100%37%-%38%39%50%39%37%39%40%39%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

42*5-283858688customer packs etc
38%24%6%41%-%24%35%40%35%33%35%42%35%35%

Publications, such as
magazines, periodicals,

64*7-71141181151111customer newsletters
60%39%6%59%-%74%48%45%48%51%48%38%48%48%

-*-*--********Other
-%1%-%*%-%-%*%1%*%*%*%*%*%*%

*--*-*********Don't know
1%-%-%*%-%1%1%2%1%1%1%1%1%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*ac*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2024312105281073-844Unweighted total
12101319*17342-422Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

54414*521*-19mail
42%37%31%100%47%55%27%80%13%2%-%13%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

265-2*7112-18customer packs etc
16%57%44%-%26%45%38%34%27%95%-%27%35%

Publications, such as
magazines, periodicals,

745*5-813*-311customer newsletters
58%36%40%75%57%-%46%38%86%2%-%84%48%

-*----*-----*Other
-%1%-%-%-%-%*%-%-%-%-%-%*%

***-*--*-*-**Don't know
*%1%*%-%1%-%-%6%-%5%-%2%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
22641065831031544Unweighted total
***32111*21422Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

***11*1**1*19mail
16%45%25%30%77%8%95%34%12%71%4%30%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

***-*******18customer packs etc
100%45%47%-%15%90%14%65%86%28%4%14%35%

Publications, such as
magazines, periodicals,

***2******1211customer newsletters
16%45%64%68%20%8%14%13%12%9%95%59%48%

---**--******Other
-%-%-%2%3%-%-%7%14%3%5%1%*%

-*---*-*-*-**Don't know
-%55%-%-%-%10%-%7%-%3%-%1%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21221321631244Unweighted total
22*2*2142522Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2***111219mail
-%100%50%20%100%46%78%31%79%18%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--*--1*1*58customer packs etc
-%-%50%-%-%54%22%15%21%92%35%

Publications, such as
magazines, periodicals,

2--2-1*22111customer newsletters
100%-%-%100%-%46%22%60%79%11%48%

-------*--*Other
-%-%-%-%-%-%-%1%-%-%*%

-------*-**Don't know
-%-%-%-%-%-%-%1%-%2%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
53211544Unweighted total
428822Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

21339mail
47%24%44%36%39%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-258customer packs etc
4%-%28%71%35%

Publications, such as
magazines, periodicals,

224211customer newsletters
49%96%49%32%48%

--*-*Other
-%-%1%-%*%

--***Don't know
-%-%1%1%1%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
651442347121942Unweighted total
412452*112022Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

2*-331**189mail
54%41%-%71%62%52%27%7%86%38%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2*2*-1*1*78customer packs etc
47%66%100%13%-%46%58%65%31%34%35%

Publications, such as
magazines, periodicals,

**-341-**1011customer newsletters
3%7%-%71%81%30%-%42%32%51%48%

-----**---*Other
-%-%-%-%-%2%15%-%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1031281524-1141-42Unweighted total

21*191114-192-22Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

11*8-*-*-16--9mail
30%66%100%40%-%32%-%7%-%100%65%-%-%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

2**511*2--2--8customer packs etc
95%34%100%28%100%52%5%47%-%-%22%-%-%35%

Publications, such as
magazines, periodicals,

1**9-*12--42-11customer newsletters
39%55%100%49%-%16%95%56%-%-%44%100%-%48%

---*------*--*Other
-%-%-%*%-%-%-%-%-%-%1%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
83413292122103-3142Unweighted total
220715122*4*-3122Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*9*87-*2*---9mail
13%42%5%57%57%-%50%45%56%-%-%-%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

17443**3*-*18customer packs etc
38%35%56%25%25%32%50%69%100%-%8%100%35%

Publications, such as
magazines, periodicals,

293861-1*-3-11customer newsletters
83%45%42%52%50%68%-%16%56%-%92%-%48%

-*-**-------*Other
-%*%-%*%*%-%-%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
191112-4242Unweighted total

994-2222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

251-99mail
26%58%34%-%40%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

342-88customer packs etc
27%42%39%-%35%35%

Publications, such as
magazines, periodicals,

622-1111customer newsletters
70%23%53%-%48%48%

-*--**Other
-%1%-%-%*%*%

------Don't know
-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
21201636----15152142Unweighted total
1112*221----*191222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

36-18-----1269mail
30%49%-%71%37%-%-%-%-%-%76%23%48%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

53**7----**438customer packs etc
46%24%100%29%36%-%-%-%-%100%24%49%25%35%

Publications, such as
magazines, periodicals,

56-*11-----*5611customer newsletters
47%50%-%4%52%-%-%-%-%-%4%54%50%48%

*--*------*--*Other
1%-%-%4%-%-%-%-%-%-%4%-%-%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*afe*dcbaSignificance Level: 95%
-113142433412134313142Unweighted total
-*13**101322715131222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---1-*75948679mail
-%-%-%35%-%88%68%34%39%56%56%49%63%40%

f

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-*-*-*37823338customer packs etc
-%100%-%2%-%26%26%51%36%24%20%23%25%35%

abc

Publications, such as
magazines, periodicals,

--13-*5411497711customer newsletters
-%-%100%98%-%14%45%33%49%55%58%51%56%48%

f

----*--*******Other
-%-%-%-%100%-%-%*%*%1%*%*%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
181465-----1-2042Unweighted total
*1635-----1-722Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*223-----1-39mail
-%58%40%96%59%-%-%-%-%-%100%-%50%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*12*--------28customer packs etc
100%62%33%4%-%-%-%-%-%-%-%-%28%35%

Publications, such as
magazines, periodicals,

-*513-------411customer newsletters
-%27%78%21%62%-%-%-%-%-%-%-%63%48%

-*----------**Other
-%7%-%-%-%-%-%-%-%-%-%-%1%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
1333398-1313115142Unweighted total
1143191-6*132122Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-8*91-3-11119mail
-%61%2%45%58%-%56%-%95%29%71%100%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-3261-1**1*-8customer packs etc
-%21%62%31%75%-%13%100%5%32%22%-%35%

Publications, such as
magazines, periodicals,

181101-3--32-11customer newsletters
100%55%39%50%63%-%54%-%-%75%97%-%48%

-*-**----*--*Other
-%*%-%*%4%-%-%-%-%2%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-132911219252442Unweighted total
-511425132122Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-273-4-1-19mail
-%38%64%76%-%77%-%19%-%54%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

-231*2*1*18customer packs etc
-%35%23%35%5%31%8%35%5%100%35%

Publications, such as
magazines, periodicals,

-37322122111customer newsletters
-%60%58%79%95%41%92%84%95%54%48%

--*--*----*Other
-%-%*%-%-%1%-%-%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*cba*d*c*b*a*d*cb*aSignificance Level: 95%
725242030311101812-1330942Unweighted total
111871212*675-813422Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

*65467*442-3629mail
19%57%55%57%54%63%100%58%58%37%-%35%50%47%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

112233*111-1318customer packs etc
85%14%27%24%25%25%100%18%21%30%-%18%21%36%35%

Publications, such as
magazines, periodicals,

*76457*443-57211customer newsletters
8%61%67%56%47%56%100%58%57%57%-%65%52%55%48%

-*****--**--*-*Other
-%1%1%1%*%*%-%-%1%1%-%-%*%-%*%

---------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--2325237612121542Unweighted total
--*11176234622Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*73422239mail
-%-%-%8%60%43%64%74%58%43%54%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--**22112118customer packs etc
-%-%100%8%16%35%13%46%54%24%20%35%

Publications, such as
magazines, periodicals,

---1743113411customer newsletters
-%-%-%100%63%57%62%30%33%61%73%48%

----**--****Other
-%-%-%-%*%1%-%-%2%1%1%*%

------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cb*aedcbaSignificance Level: 95%
2614232-224019423341324142Unweighted total
109112-9228221522132222Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

4414-494969599mail
43%48%100%37%-%38%40%51%40%38%39%40%39%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

42*5-283858688customer packs etc
38%24%6%42%-%24%35%41%35%33%36%42%36%35%

Publications, such as
magazines, periodicals,

64*7-71141181151111customer newsletters
60%39%6%60%-%75%48%46%48%51%48%39%48%48%

-*-*--********Other
-%1%-%*%-%-%*%1%*%*%*%*%*%*%

--------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*ac*b*a*c*b*a*b*a*b*aSignificance Level: 95%
19233029528872-742Unweighted total
12101219*17342-422Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

54414*521*-19mail
42%37%31%100%47%55%27%85%13%3%-%13%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

265-2*7112-18customer packs etc
16%57%44%-%26%45%38%36%27%100%-%27%35%

Publications, such as
magazines, periodicals,

745*5-813*-311customer newsletters
59%37%41%75%58%-%46%40%86%3%-%86%48%

-*----*-----*Other
-%1%-%-%-%-%*%-%-%-%-%-%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2164105573931442Unweighted total
***32*11*21422Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

***11*1**1*19mail
16%100%25%30%77%9%95%37%12%73%4%31%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

***-*******18customer packs etc
100%100%47%-%15%100%14%70%86%29%4%14%35%

Publications, such as
magazines, periodicals,

***2******1211customer newsletters
16%100%64%68%20%9%14%14%12%9%95%60%48%

---**--******Other
-%-%-%2%3%-%-%8%14%3%5%1%*%

-------------Don't know
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 103  (continuation)                                                                                                                                                  Page 1908

QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21221321531142Unweighted total
22*2*2142522Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2***111219mail
-%100%50%20%100%46%78%31%79%18%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

--*--1*1*58customer packs etc
-%-%50%-%-%54%22%15%21%93%35%

Publications, such as
magazines, periodicals,

2--2-1*22111customer newsletters
100%-%-%100%-%46%22%60%79%12%48%

-------*--*Other
-%-%-%-%-%-%-%1%-%-%*%

-----------Don't know
-%-%-%-%-%-%-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
53201442Unweighted total
428822Weighted total

Advertising and
promotional material,
such as catalogues,
brochures and direct

21339mail
47%24%44%37%40%

Transactional post
including - Bulk
customer mailings, such
as bills, statements,

*-258customer packs etc
4%-%28%72%35%

Publications, such as
magazines, periodicals,

224211customer newsletters
49%96%49%32%48%

--*-*Other
-%-%1%-%*%

-----Don't know
-%-%-%-%-%
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QV8o/p. Do you use any of the following products to send your bulk mailings?
Royal Mail bulk mail
Base: All using RM to send bulk mailing (QV6a=4,5 or 7 or QV6d=10) with an opinion

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

4845974105577610184816481724Letters
100%91%83%90%81%95%93%97%95%86%86%

abcdaacaaaa

394179322412679164212451312Large letters
82%81%67%70%60%83%82%87%82%65%66%

abcabcaaaaa

384591348451669164113451411Parcels and packets
80%91%78%76%65%83%83%87%81%70%71%

aabceaaaaaa

Advertising and
promotional material,
such as catalogues,
brochures and direct

4444102400565709164515951665mail
92%89%87%88%82%87%88%85%88%83%83%

aaaa

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2933732602925271233932983customer packs etc
61%65%63%57%42%65%69%64%64%49%49%

aaaaaaaa

Other everyday
correspondence, such as
invoices, one off bills

47461074115187510184715881663etc.
97%93%92%90%75%94%95%96%93%83%83%

abaaaaaaa

Publications, such as
magazines, periodicals,

4044100369494649144114511515customer newsletters
84%88%86%81%71%80%80%79%80%76%76%

aaaaa

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------22documents / tax forms
-%-%-%-%-%-%-%-%-%*%*%

Order fulfilment
(sending ordered goods

273661260347476123010111058to customers)
57%71%52%57%50%59%54%64%59%53%53%

abceaaaa

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

---291-**2122None of these
-%-%-%*%1%1%-%2%*%1%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

---**----11Other
-%-%-%*%*%-%-%-%-%*%*%

--2-1----33Don't know
-%-%1%-%*%-%-%-%-%*%*%

ab
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

7686911471153137175274127592571001901724Letters
86%88%89%86%93%83%88%84%79%90%86%88%86%86%

eeeecefhjmee

55677011191121111272159645190761471312Large letters
62%69%68%65%68%67%64%66%60%69%64%67%67%66%

e

596970121312112012924411145198871581411Parcels and packets
66%71%69%71%73%73%65%75%69%69%67%76%72%71%

cgm

Advertising and
promotional material,
such as catalogues,
brochures and direct

718187142614414916227412459236981821665mail
80%83%85%83%87%91%81%84%77%90%79%85%83%83%

eeceacegjlmece

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

444352845919089170672513365115983customer packs etc
50%44%51%49%55%55%45%52%41%38%45%57%53%49%

cdeldeldelcdele

Other everyday
correspondence, such as
invoices, one off bills

798783141414714316626712355235931851663etc.
89%89%81%83%89%87%83%82%76%85%79%81%84%83%

bcefgjkcefjkcejkce

Publications, such as
magazines, periodicals,

647676129812113215624411452215911731515customer newsletters
73%78%75%76%73%80%78%75%71%79%72%80%79%76%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---2---2-----2documents / tax forms
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

48465690890911101747233149721181058to customers)
55%47%54%53%54%55%55%54%44%50%50%63%54%53%

eeecel

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2218-153125-*22None of these
-%2%2%1%-%1%3%1%1%3%2%-%*%1%

ammaimaimm
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

**-----------1Other
1%*%-%-%-%-%-%-%-%-%-%-%-%*%

jj

---3----2---13Don't know
-%-%-%*%-%-%-%-%1%-%-%-%*%*%

j
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

165155940213216281365050317942151331724Letters
80%87%89%85%83%97%90%85%92%89%86%86%86%

baabcefhbeh

12211903229894821172837412332123301312Large letters
59%66%71%64%64%83%51%63%64%69%70%78%66%

bafbcdefhffffdefh

12412873271084510983343713835131271411Parcels and packets
60%72%72%70%67%70%59%74%71%75%74%70%71%

bfhffh

Advertising and
promotional material,
such as catalogues,
brochures and direct

152151338512796191124448417541158301665mail
74%84%85%83%82%79%79%82%90%87%90%78%83%

baefghaefgh

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

8190222875636762212781072410319983customer packs etc
39%50%50%49%49%44%37%47%55%51%59%49%49%

bfefgefgh

Other everyday
correspondence, such as
invoices, one off bills

166149738212816221143750316337152331663etc.
80%83%85%83%82%81%66%85%84%79%86%86%83%

ffffff

Publications, such as
magazines, periodicals,

137137836911465441094044215640149331515customer newsletters
67%77%82%74%72%78%71%75%80%86%85%85%76%

bahfhefhh

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
2-2--2------2documents / tax forms
1%-%*%-%-%1%-%-%-%-%-%-%*%

aaeh

Order fulfilment
(sending ordered goods

9596325580339865243209427108221058to customers)
46%54%56%52%53%46%43%54%48%58%61%56%53%

bafdfgh

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

61651715--41-*222None of these
3%1%1%1%2%-%-%1%*%-%*%4%1%

abebdeg

-1-1-*----*-1Other
-%*%-%*%-%*%-%-%-%-%*%-%*%

-3-3-1-2----3Don't know
-%*%-%*%-%1%-%*%-%-%-%-%*%

h
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

39926210409116321724Letters
92%91%84%72%87%86%

aab

3302167545612561312Large letters
76%75%61%44%67%66%

aab

3632158226713441411Parcels and packets
84%74%66%53%72%71%

abab

Advertising and
promotional material,
such as catalogues,
brochures and direct

364247103110415611665mail
84%85%83%82%83%83%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

24716156744940983customer packs etc
57%56%46%35%50%49%

aab

Other everyday
correspondence, such as
invoices, one off bills

37826110069515691663etc.
87%90%81%75%84%83%

aab

Publications, such as
magazines, periodicals,

3452299208314321515customer newsletters
80%79%74%66%76%76%

aab

Goods / business
supplies / large packets

------ordered via lorry
-%-%-%-%-%-%

Legal / accounts
2---22documents / tax forms
*%-%-%-%*%*%

a

Order fulfilment
(sending ordered goods

2841556105410041058to customers)
66%53%49%42%54%53%

abb

------Refused
-%-%-%-%-%-%

221661622None of these
*%1%1%5%1%1%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 104  (continuation)                                                                                                                                                  Page 1917

QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

**-**1Other
*%*%-%*%*%*%

3---33Don't know
1%-%-%-%*%*%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

284726714341690*-1133025014401724Letters
93%92%79%89%86%100%-%100%32%60%99%94%85%86%

aaaijai

245600467321280*-*132821310671312Large letters
80%76%52%83%65%100%-%59%32%60%91%80%63%66%

aaaiabiai

258608545321379*-1232622611531411Parcels and packets
85%77%60%84%70%100%-%100%90%58%87%85%68%71%

abaaiaiai

Advertising and
promotional material,
such as catalogues,
brochures and direct

259673732291636*-1332323014061665mail
85%85%81%75%83%100%-%100%96%60%75%86%83%83%

acj

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

18145035324959*-*3219157802983customer packs etc
59%57%39%63%49%100%-%59%100%46%62%59%47%49%

aaaiaiai

Other everyday
correspondence, such as
invoices, one off bills

276704682341629*-1342624313871663etc.
91%89%75%88%83%100%-%100%100%90%86%91%82%83%

aaai

Publications, such as
magazines, periodicals,

239628648301485*-*222421012761515customer newsletters
78%79%72%77%76%100%-%59%90%50%80%79%75%76%

aa

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--2-2-------22documents / tax forms
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

Order fulfilment
(sending ordered goods

196464398241034--*32191728621058to customers)
64%59%44%64%53%-%-%59%91%48%64%64%51%53%

abaaaai

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*516-22------*2122None of these
*%1%2%-%1%-%-%-%-%-%-%*%1%1%

bcb
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

**--1------**1Other
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

21--3------213Don't know
1%*%-%-%*%-%-%-%-%-%-%1%*%*%

aai
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*4317255110611070400574116267410431724Letters
100%100%100%100%93%94%95%90%92%94%95%96%96%86%

fefefef

*421523418818763265009676238651312Large letters
100%100%62%90%84%76%79%74%75%82%79%89%79%66%

efefacdefef

*411523438559003455339415818351411Parcels and packets
100%97%50%87%83%79%77%76%79%88%77%83%77%71%

abcefacf

Advertising and
promotional material,
such as catalogues,
brochures and direct

*43162246945102138254110376039251665mail
100%100%95%96%82%85%85%86%88%89%85%86%85%83%

acf

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*42171832649672300391722426652983customer packs etc
100%97%55%98%66%60%58%56%69%64%59%61%60%49%

abcabcfacff

Other everyday
correspondence, such as
invoices, one off bills

*43172450980108439853410796319671663etc.
100%100%100%100%90%93%88%91%92%88%89%90%89%83%

aacdcd

Publications, such as
magazines, periodicals,

*431619408749523644899575788571515customer newsletters
100%100%98%93%68%75%79%80%84%80%78%82%79%76%

bcacfac

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

-221315356466952744147144426291058to customers)
-%52%57%73%57%66%58%58%63%68%59%63%58%53%

aabcefacf

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------35-533222None of these
-%-%-%-%-%-%*%*%-%1%*%*%*%1%

ace
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

------*1-1***1Other
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

------33323333Don't know
-%-%-%-%-%-%*%*%1%*%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 104  (continuation)                                                                                                                                                  Page 1922

QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

111722782834171-**57105511724Letters
100%98%98%95%93%100%-%100%100%100%100%99%94%86%

abab

61642352413201-**56104791312Large letters
57%93%83%81%71%100%-%100%100%100%86%97%82%66%

abcaa

81502202323301-**5795121411Parcels and packets
71%85%78%78%73%100%-%100%100%100%100%87%87%71%

abc

Advertising and
promotional material,
such as catalogues,
brochures and direct

10151245255375*-*-4785221665mail
88%86%86%86%83%78%-%100%-%69%98%79%89%83%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5102183181250*-**446377983customer packs etc
41%58%65%61%56%90%-%87%100%66%57%59%64%49%

a

Other everyday
correspondence, such as
invoices, one off bills

91662592623821-**5575161663etc.
83%95%91%88%85%100%-%100%100%100%79%65%88%83%

aba

Publications, such as
magazines, periodicals,

11146235224340*-**4774721515customer newsletters
97%83%83%75%76%56%-%44%100%65%98%70%80%76%

abab

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

5112180176240*-**4583961058to customers)
49%64%63%59%53%32%-%13%100%69%81%81%68%53%

aa

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*2-------522None of these
-%-%-%*%1%-%-%-%-%-%-%-%1%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

-*----------11Other
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

--3---------23Don't know
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

ab
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

5011102151508165243855761611341961724Letters
94%95%84%86%96%100%94%98%90%95%96%94%86%

d

419251661146149193303681401221651312Large letters
77%79%65%66%87%80%80%60%80%83%88%79%66%

aa

438972011210148203624841491251691411Parcels and packets
80%77%79%69%86%84%88%79%98%88%90%81%71%

aabca

Advertising and
promotional material,
such as catalogues,
brochures and direct

439932091454152213675691571261821665mail
81%85%82%83%89%85%89%100%81%93%90%87%83%

dd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

316901398431071726635111787134983customer packs etc
58%59%55%48%63%68%65%61%59%69%62%64%49%

a

Other everyday
correspondence, such as
invoices, one off bills

4910292091453151203644701501251841663etc.
92%88%82%83%88%81%89%79%82%88%90%88%83%

d

Publications, such as
magazines, periodicals,

409161871327134213335651401171631515customer newsletters
75%79%73%76%78%88%81%95%76%83%84%78%76%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---2--------2documents / tax forms
-%-%-%*%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

31682146912104142954631191041231058to customers)
58%59%57%52%61%60%72%74%74%70%75%59%53%

caaa
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-33182-3-*-2322None of these
-%*%1%1%1%-%1%-%*%-%1%1%1%

-*1-*-*--**-1Other
-%*%*%-%*%-%*%-%-%*%*%-%*%

a

-321--2--2--3Don't know
-%*%1%*%-%-%*%-%-%1%-%-%*%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

211896532718838618171127601724Letters
100%96%96%96%91%96%97%97%93%98%86%

b

210480328016433617156115561312Large letters
100%85%80%82%79%84%91%88%84%90%66%

210376428517635715156121591411Parcels and packets
100%84%76%84%85%89%83%88%89%96%71%

bb

Advertising and
promotional material,
such as catalogues,
brochures and direct

210886228218036116161122571665mail
100%88%85%83%87%90%86%91%89%92%83%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-67593203134257111259841983customer packs etc
-%54%59%60%65%64%60%71%72%66%49%

Other everyday
correspondence, such as
invoices, one off bills

211289730217535914164126551663etc.
100%91%89%89%85%89%78%93%92%89%83%

b

Publications, such as
magazines, periodicals,

-10080127016232715151113511515customer newsletters
-%82%79%80%78%81%83%85%83%83%76%

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
----------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

268572212137277812996461058to customers)
100%56%57%62%66%69%42%73%70%75%53%

bb

-----------Refused
-%-%-%-%-%-%-%-%-%-%-%

--2-32--2*22None of these
-%-%*%-%1%*%-%-%1%*%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-***1-*-1-1Other
-%*%*%*%*%-%3%-%1%-%*%

a

--3-2--22-3Don't know
-%-%*%-%1%-%-%1%1%-%*%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

566586542364010014112349366-865742661724Letters
100%96%95%95%96%96%100%93%94%93%-%95%95%96%86%

45707253735928323104315320-825332501312Large letters
68%82%80%83%89%80%61%86%85%81%-%91%89%90%66%

ac

35367003985527993108325352-774932381411Parcels and packets
59%77%77%89%83%77%61%89%88%89%-%86%82%86%71%

aba

Advertising and
promotional material,
such as catalogues,
brochures and direct

36047753975728894109332349-795162291665mail
59%87%85%89%86%85%100%91%89%88%-%88%86%83%83%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

3414532284406623376238248-42353167983customer packs etc
57%60%59%63%61%60%61%63%64%63%-%47%59%60%49%

cc

Other everyday
correspondence, such as
invoices, one off bills

56208053945979274104326347-855372531663etc.
99%90%89%88%89%89%100%86%88%88%-%94%89%91%83%

Publications, such as
magazines, periodicals,

5548721363549825494299317-755002311515customer newsletters
98%79%79%81%82%79%100%78%81%80%-%83%83%83%76%

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

2408527299423601484241277-493811751058to customers)
44%59%58%67%63%58%100%69%65%70%-%55%63%63%53%

aac

---------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11432--25--3-22None of these
-%*%*%1%*%*%-%-%1%1%-%-%*%-%1%

a
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-*****-*11-***1Other
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

-13233---2--3-3Don't know
-%*%*%*%*%*%-%-%-%*%-%-%*%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

1019133566380947692521942771724Letters
86%100%78%95%96%94%91%92%92%95%95%86%

a

917112956868847622231722471312Large letters
79%90%70%78%82%80%90%83%82%84%85%66%

c

1118132653666647712471812651411Parcels and packets
100%94%78%71%78%77%91%95%90%88%91%71%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

916143060773948662391852641665mail
79%84%88%83%88%86%93%89%87%90%91%83%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

61713223984893345169124195983customer packs etc
51%92%81%60%58%57%63%60%62%61%67%49%

Other everyday
correspondence, such as
invoices, one off bills

618113262175547642371842621663etc.
56%94%66%87%90%88%91%86%87%90%90%83%

Publications, such as
magazines, periodicals,

717113255868947592161622441515customer newsletters
65%87%66%87%81%80%91%78%79%79%84%76%

bcd

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

81481740649938511861372001058to customers)
71%76%53%46%59%58%74%68%68%67%69%53%

------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%

--2-14--42222None of these
-%-%11%-%*%1%-%-%1%1%1%1%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

----***-1*11Other
-%-%-%-%*%*%1%-%*%*%*%*%

----13-----3Don't know
-%-%-%-%*%*%-%-%-%-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

136222549136253641665969167313021724128317241724Letters
86%88%92%87%100%93%94%91%87%92%98%98%100%86%

aededebcde

101819641104153061267821130011191312131212831312Large letters
64%76%77%66%100%78%72%77%68%79%75%100%74%66%

bbbaceeacdee

108920037110633521345980140014111321111913021411Parcels and packets
69%78%71%71%64%90%76%93%73%100%75%85%76%71%

bbbcabceacee

Advertising and
promotional material,
such as catalogues,
brochures and direct

130422645131453521512940166512721511119414901665mail
83%88%84%84%100%90%86%89%87%90%86%91%86%83%

bbbaceace

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

769139317683200926575983822953800948983customer packs etc
49%54%59%49%64%51%52%54%51%58%54%61%55%49%

aceeacee

Other everyday
correspondence, such as
invoices, one off bills

131222142131633461521950166312781520120414981663etc.
83%86%79%84%64%88%86%90%87%91%87%92%87%83%

baceace

Publications, such as
magazines, periodicals,

118921040119823171381854151511591384111213631515customer newsletters
75%82%76%77%41%81%78%81%79%82%79%85%79%76%

baceacde

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-22--2222-2222documents / tax forms
-%1%3%-%-%*%*%*%*%-%*%*%*%*%

ba

Order fulfilment
(sending ordered goods

81915030834224698568910589229898269751058to customers)
52%58%56%53%38%63%56%65%55%65%56%63%57%53%

bbbaceace
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

--------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

174-14---------22None of these
1%1%-%1%-%-%-%-%-%-%-%-%-%1%

*-----**1****1Other
*%-%-%-%-%-%*%*%*%*%*%*%*%*%

3--1---------3Don't know
*%-%-%*%-%-%-%-%-%-%-%-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

747977139693220289124917330475133231724Letters
82%89%86%95%85%90%85%90%86%87%98%86%86%

bacbb

5477651052761722409241392446572661312Large letters
60%70%65%78%67%75%63%72%69%75%58%71%66%

bacbb

611800111583202221102715628072132991411Parcels and packets
67%73%69%85%78%69%70%81%80%84%100%79%71%

bccbc

Advertising and
promotional material,
such as catalogues,
brochures and direct

738926135487211280120916230768113201665mail
81%85%83%88%82%88%82%84%87%79%84%85%83%

bba

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

39958577072129158704111194498205983customer packs etc
44%53%47%74%50%50%48%57%55%57%66%54%49%

bacbc

Other everyday
correspondence, such as
invoices, one off bills

72993513609020026012201692897673161663etc.
80%86%84%92%77%81%83%88%82%88%59%84%83%

baacc

Publications, such as
magazines, periodicals,

645870122479199267108515527664112891515customer newsletters
71%80%75%80%77%83%74%80%78%74%85%77%76%

bbb

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-22--2------2documents / tax forms
-%*%*%-%-%1%-%-%-%-%-%-%*%

b

Order fulfilment
(sending ordered goods

4615978386614817774512721653102281058to customers)
51%55%52%67%57%55%51%66%62%61%76%61%53%

cbc

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

14817-5316222-222None of these
2%1%1%-%2%1%1%1%1%2%-%*%1%

-1*-***-**-11Other
-%*%*%-%*%*%*%-%*%1%-%*%*%

121-2-3-2--23Don't know
*%*%*%-%1%-%*%-%*%-%-%*%*%

c
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

601410443467720473265171441724Letters
82%91%93%92%91%94%98%95%95%94%100%95%86%

dd

44117834397017442859151211312Large letters
60%73%70%72%77%86%82%90%82%85%87%80%66%

dd

48118037406919473064121191411Parcels and packets
67%71%72%80%79%84%94%95%89%92%68%78%71%

ddcdabab

Advertising and
promotional material,
such as catalogues,
brochures and direct

54129639437118462962141271665mail
74%77%86%82%85%87%87%94%85%90%81%84%83%

dcd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

358712332551536234611101983customer packs etc
48%56%63%49%63%67%74%72%67%66%64%66%49%

ad

Other everyday
correspondence, such as
invoices, one off bills

58139442457421452963171381663etc.
80%90%84%89%89%91%100%92%87%91%100%91%83%

dacdacd

Publications, such as
magazines, periodicals,

50119540417218452860151281515customer newsletters
69%73%84%85%82%88%88%91%82%87%88%84%76%

ddd

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------2documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%*%

Order fulfilment
(sending ordered goods

28761283348142918429861058to customers)
39%46%55%59%65%58%68%58%54%60%51%57%53%

dd

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

------------22None of these
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------1Other
-%-%-%-%-%-%-%-%-%-%-%-%*%

--1-11-----13Don't know
-%-%1%-%2%1%-%-%-%-%-%1%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

109146155175118130102100234491392681724Letters
84%80%83%84%83%87%88%81%89%87%90%93%86%

kehjkekeghijkl

92113118125971017378177321032031312Large letters
71%61%63%60%69%67%64%63%68%57%67%70%66%

iii

99145126145107938084189351032041411Parcels and packets
76%79%68%70%76%62%69%69%72%62%67%71%71%

gbcegjgg

Advertising and
promotional material,
such as catalogues,
brochures and direct

11815315517411812593104213431212461665mail
91%84%83%84%83%84%80%85%82%76%78%85%83%

bcdfgij

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

708699123638056551442151135983customer packs etc
54%47%53%59%44%54%49%45%55%37%33%47%49%

bbbabcehkbbbabcehb

Other everyday
correspondence, such as
invoices, one off bills

11115315416812412191106220491262411663etc.
85%84%82%80%88%81%79%86%84%87%81%83%83%

f

Publications, such as
magazines, periodicals,

1141381411491111128090206391102241515customer newsletters
88%75%75%71%79%74%69%73%79%69%71%78%76%

abcdefghijfif
k

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----2------2documents / tax forms
-%-%-%-%-%1%-%-%-%-%-%-%*%

d

Order fulfilment
(sending ordered goods

77941131137870616513032681571058to customers)
59%51%60%54%55%47%53%53%50%56%44%54%53%

bdgbdg

-------------Refused
-%-%-%-%-%-%-%-%-%-%-%-%-%

-461-43---3122None of these
-%2%3%*%-%2%3%-%-%-%2%*%1%

adadehladeadead
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

---*-------*1Other
-%-%-%*%-%-%-%-%-%-%-%*%*%

---2----1---3Don't know
-%-%-%1%-%-%-%-%*%-%-%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

4104234354561724Letters
82%85%87%91%86%

dbcd

3233223293381312Large letters
65%64%66%68%66%

3693463533421411Parcels and packets
74%69%71%68%71%

Advertising and
promotional material,
such as catalogues,
brochures and direct

4274184104101665mail
85%84%82%82%83%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

255266256207983customer packs etc
51%53%51%41%49%

aaa

Other everyday
correspondence, such as
invoices, one off bills

4184124174161663etc.
84%82%83%83%83%

Publications, such as
magazines, periodicals,

3933723763741515customer newsletters
79%74%75%75%76%

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
-2--2documents / tax forms
-%*%-%-%*%

Order fulfilment
(sending ordered goods

2842612562571058to customers)
57%52%51%51%53%

b

-----Refused
-%-%-%-%-%

1053422None of these
2%1%1%1%1%

b

-*-*1Other
-%*%-%*%*%

-21-3Don't know
-%*%*%-%*%
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QV9a. Which of the following types of mail does your organisation regularly receive at your location?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
151791234175146718915842414622133Unweighted total

4845974105577610184816481724Weighted total

Urgent delivery - on the
same day or a specific

16715765916449233250time the next day
34%15%16%19%11%22%36%21%19%14%14%

abcdaaabceaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

191032119127255714423448system)
41%23%33%29%23%33%46%40%28%26%26%

abdaaaabeab

Timed delivery (i.e. to
arrive by specific time

14820625315357210225/day)
29%17%21%15%10%20%35%26%15%13%13%

abdaaaababeab

454494386534739174615711644Standard delivery
94%96%97%94%96%96%95%96%96%95%95%

14517717215447243258International delivery
30%11%17%17%13%19%36%22%15%15%15%

abcdaabcea

111753*112023Cross-Border Delivery
2%3%1%2%1%4%4%5%3%1%1%

aaaa

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
---23*--*55READ OUT)
-%-%-%*%1%*%-%-%1%*%*%

Don't Know (DO NOT READ
32*7122**14244OUT)
6%4%*%2%2%2%2%2%2%3%3%

abcc
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
250254282134714312816125012655239801652133Unweighted total

7686911471153137175274127592571001901724Weighted total

Urgent delivery - on the
same day or a specific

10131421224171643197561317250time the next day
13%16%15%14%16%12%9%16%15%11%22%13%9%14%

gagaghjm

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

16202638647364070269882148448system)
20%24%29%26%31%26%23%25%21%16%34%21%25%26%

dmdmabdefgj

lm

Timed delivery (i.e. to
arrive by specific time

781319719221140198561111225/day)
9%10%14%13%13%16%6%15%15%14%22%11%6%13%

agagaagmagagaabfgijk

lm

738388140014313117126212256238981801644Standard delivery
96%97%97%95%93%95%98%96%96%95%93%98%95%95%

cc

1591521913221930165771919258International delivery
20%10%16%15%8%16%11%11%13%8%30%19%10%15%

adfgijliliiladefghi

jklm

23------------23Cross-Border Delivery
30%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkl

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
*--52-2*--1--5READ OUT)
*%-%-%*%1%-%1%*%-%-%*%-%-%*%

Don't Know (DO NOT READ
2213836163-112644OUT)
3%3%2%3%2%4%1%2%2%-%4%2%3%3%

gg
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
272186164114928111517755321554217532133Unweighted total
165155940213216281365050317942151331724Weighted total

Urgent delivery - on the
same day or a specific

26224541968438270229214250time the next day
16%14%14%15%13%28%4%14%13%21%14%12%14%

fabdefhffff

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

4140810134816350101333416338448system)
25%26%25%26%26%37%20%26%19%38%22%24%26%

dbdefhdbdf

Timed delivery (i.e. to
arrive by specific time

25201421838128365226183225/day)
15%13%11%14%13%21%5%13%12%14%12%8%13%

babdefh

156148838612585981264848617039143311644Standard delivery
95%95%96%95%95%93%95%97%95%94%95%94%95%

g

27231572019033283185243258International delivery
16%15%14%15%14%24%4%16%10%12%16%8%15%

fadefhdff

2211013111*61-2223Cross-Border Delivery
1%1%3%1%2%1%*%1%1%-%1%5%1%

adef

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2323--*5*-*-5READ OUT)
1%*%*%*%-%-%1%1%*%-%*%-%*%

ahh

Don't Know (DO NOT READ
341836176*97-2244OUT)
2%3%2%3%3%5%*%2%4%-%2%6%3%

e
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
51134512589620372133Unweighted total
39926210409116321724Weighted total

Urgent delivery - on the
same day or a specific

72511255245250time the next day
18%20%12%5%15%14%

aab

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1128624910438448system)
28%33%24%11%27%26%

ab

Timed delivery (i.e. to
arrive by specific time

60381262223225/day)
15%14%12%3%14%13%

b

37524310048715571644Standard delivery
94%93%97%95%95%95%

bc

78451293255258International delivery
20%17%12%4%16%15%

aab

831212223Cross-Border Delivery
2%1%1%1%1%1%

------Other (PLEASE SPECIFY)
-%-%-%-%-%-%

None of these (DO NOT
14*-55READ OUT)
*%1%*%-%*%*%

ac

Don't Know (DO NOT READ
13625*4344OUT)

3%2%2%1%3%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4659427267320601-3475839216682133Unweighted total
284726714341690*-1133025014401724Weighted total

Urgent delivery - on the
same day or a specific

581266610240*--*2748192250time the next day
20%17%9%28%14%100%-%-%27%66%25%19%13%14%

aaaiaiai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

9120715012436*-**21079357448system)
32%28%21%36%26%100%-%82%27%66%33%32%25%26%

aaaiai

Timed delivery (i.e. to
arrive by specific time

50106696220*-**2345175225/day)
18%15%10%16%13%100%-%41%27%66%10%18%12%13%

aaai

258696689311613*-1132722713861644Standard delivery
91%96%96%90%95%100%-%100%100%100%89%91%96%95%

ccbcjbcj

581257510248*-**2749200258International delivery
21%17%10%29%15%100%-%41%30%66%25%19%14%15%

aaaiaiai

5126*23----**41823Cross-Border Delivery
2%2%1%1%1%-%-%-%-%3%1%2%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
14*-5------145READ OUT)
*%1%*%-%*%-%-%-%-%-%-%*%*%*%

Don't Know (DO NOT READ
101519242-----283444OUT)

3%2%3%5%3%-%-%-%-%-%5%3%2%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304010413551420585731154496314242133Unweighted total
*4317255110611070400574116267410431724Weighted total

Urgent delivery - on the
same day or a specific

*-*23111531776899170112158250time the next day
100%-%3%11%12%21%14%17%17%17%15%17%15%14%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*2*2614262303113158288188251448system)
100%50%3%15%23%28%25%28%28%27%25%28%24%26%

aca

Timed delivery (i.e. to
arrive by specific time

*-*236137153578914891139225/day)
100%-%2%9%11%13%13%14%14%15%13%14%13%13%

*231625451008102038053311006359901644Standard delivery
100%50%100%95%100%88%95%95%95%93%95%94%95%95%

bbd

*-1541115316877115175121148258International delivery
100%-%39%27%16%22%14%16%19%20%15%18%14%15%

aacfacfa

-*-**214157816101523Cross-Border Delivery
-%3%-%*%1%3%1%1%2%1%1%1%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-----*23142225READ OUT)
-%-%-%-%-%*%*%*%*%1%*%*%*%*%

Don't Know (DO NOT READ
---1*3352972139223244OUT)
-%-%-%4%*%7%3%3%2%4%3%3%3%3%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 105  (continuation)                                                                                                                                                  Page 1947

QV9b1. Which of the following types of services does each of the types of mail you receive fall into?  Letters
Base: All who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133113913724564-31411166962133Unweighted total
111722782834171-**57105511724Weighted total

Urgent delivery - on the
same day or a specific

140395040*-*-2**97250time the next day
8%23%14%18%9%24%-%30%-%35%3%*%18%14%

acaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

361608281*-*-2**155448system)
28%35%21%29%19%78%-%100%-%35%4%2%28%26%

acac

Timed delivery (i.e. to
arrive by specific time

327414136*-*-2**86225/day)
25%16%15%15%9%34%-%44%-%35%3%2%16%13%

aaa

111562642733951-**44105151644Standard delivery
100%91%95%97%95%100%-%100%100%69%57%100%93%95%

ddd

134375251*-*-2*2111258International delivery
12%20%13%18%12%34%-%44%-%35%5%16%20%15%

aca

-1446-----*-823Cross-Border Delivery
-%1%2%1%1%-%-%-%-%-%2%-%1%1%

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-**2*-----2-25READ OUT)
-%*%*%1%*%-%-%-%-%-%27%-%*%*%

Don't Know (DO NOT READ
-1012412----21-1844OUT)
-%6%4%1%3%-%-%-%-%31%14%-%3%3%

abb
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
711472243188925437438111181871722422133Unweighted total
5011102151508165243855761611341961724Weighted total

Urgent delivery - on the
same day or a specific

81613821237756*15203925250time the next day
16%14%18%14%22%27%15%9%20%12%29%13%14%

aaac

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

182686338551898223474047448system)
36%24%29%26%31%35%25%34%29%29%30%24%26%

a

Timed delivery (i.e. to
arrive by specific time

51433219330553112212629225/day)
10%13%15%13%18%22%14%18%16%13%19%15%13%

4910501991444151233595711431241881644Standard delivery
98%95%92%96%92%94%93%98%93%89%93%96%95%

bc

101654021831777119323232258International delivery
19%15%19%14%19%27%20%15%25%20%24%16%15%

a

116221314*122323Cross-Border Delivery
1%1%1%1%2%4%1%6%1%2%2%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-242--4--22-5READ OUT)
-%*%2%*%-%-%1%-%-%1%1%-%*%

a

Don't Know (DO NOT READ
1386386*15*594244OUT)
2%3%3%3%3%*%4%2%6%6%3%1%3%

aa
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1214132846421851332218153752133Unweighted total
211896532718838618171127601724Weighted total

Urgent delivery - on the
same day or a specific

238142933367331228250time the next day
100%33%15%28%17%17%15%18%17%13%14%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

257229143531045503315448system)
100%49%24%44%28%27%26%29%26%24%26%

bb

Timed delivery (i.e. to
arrive by specific time

-34130813356231266225/day)
-%29%13%25%17%15%12%18%20%10%13%

bb

211391731617336117159117581644Standard delivery
100%96%95%97%92%93%96%93%92%96%95%

-711368440747403011258International delivery
-%60%14%26%21%19%36%23%23%18%15%

abb

-1114526142123Cross-Border Delivery
-%9%1%2%1%2%3%2%2%2%1%

ab

-----------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
--2-22-2-25READ OUT)
-%-%*%-%1%*%-%1%-%3%*%

b

Don't Know (DO NOT READ
-2314515155-44OUT)
-%2%3%1%3%4%4%3%4%-%3%

a
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15966117556891213666169480475-1588443712133Unweighted total

566586542364010014112349366-865742661724Weighted total

Urgent delivery - on the
same day or a specific

111113873107150*307171-2710466250time the next day
26%17%16%17%17%15%9%27%20%19%-%32%18%25%14%

abb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2173228116179235344104116-40165113448system)
46%26%26%27%28%23%59%40%30%32%-%47%29%43%26%

abbb

Timed delivery (i.e. to
arrive by specific time

38912464871352276168-248555225/day)
49%13%14%15%14%13%45%24%17%19%-%28%15%21%13%

bbb

56328193966029484106329338-815462521644Standard delivery
100%95%95%93%94%95%100%95%94%92%-%94%95%94%95%

210415188114143*548582-5610770258International delivery
40%16%17%21%18%14%11%48%24%22%-%65%19%26%15%

aaababb

1131271014*455-69523Cross-Border Delivery
13%2%1%2%2%1%11%3%2%1%-%7%2%2%1%

ab

---------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
-2*222--42--2-5READ OUT)
-%*%*%*%*%*%-%-%1%*%-%-%*%-%*%

Don't Know (DO NOT READ
-2029162232-21014-319544OUT)
-%3%3%4%3%3%-%2%3%4%-%4%3%2%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
131819549501109861103442854062133Unweighted total
1019133566380947692521942771724Weighted total

Urgent delivery - on the
same day or a specific

22531061331528665159250time the next day
17%11%43%10%16%17%32%40%26%26%21%14%

aabc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

227101672152237936899448system)
21%12%59%28%25%27%46%54%37%35%36%26%

abc

Timed delivery (i.e. to
arrive by specific time

2237891191122554357225/day)
20%12%27%19%13%15%23%32%22%22%21%13%

ac

1017113263476845652301872581644Standard delivery
98%91%86%92%96%95%95%94%91%97%93%95%

ac

22541031462943655772258International delivery
22%10%40%10%16%18%62%62%26%29%26%15%

abcabc

*-**13112245523Cross-Border Delivery
5%-%3%*%2%1%4%3%2%2%2%1%

------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
----2*--2-25READ OUT)
-%-%-%-%*%*%-%-%1%-%1%*%

Don't Know (DO NOT READ
-2-31827--75944OUT)
-%9%-%8%3%3%-%-%3%3%3%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1722276621726452920701229208516562133165521332133Unweighted total
136222549136253641665969167313021724128317241724Weighted total

Urgent delivery - on the
same day or a specific

181436176-153244250242224250220250250time the next day
13%19%12%13%-%42%15%26%14%17%14%17%14%14%

babbaceace

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3277510334-213429448441391448373448448system)
24%34%21%25%-%59%26%46%26%30%26%29%26%26%

babbaceac

Timed delivery (i.e. to
arrive by specific time

160466167-138223225223205225189225225/day)
12%20%12%12%-%38%13%23%13%16%13%15%13%13%

babbace

130420942129753561644921159612371644122216441644Standard delivery
96%93%86%95%100%98%99%95%95%95%95%95%95%95%

baa

180537189*258255212253221258217258258International delivery
13%24%14%14%3%71%15%22%15%17%15%17%15%15%

babb

203*20-232315231823182323Cross-Border Delivery
1%1%1%1%-%6%1%2%1%1%1%1%1%1%

ab

--------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
22*2--*2325255READ OUT)
*%1%*%*%-%-%*%*%*%*%*%*%*%*%

bb

Don't Know (DO NOT READ
376439-11415443744354444OUT)

3%3%7%3%-%*%1%2%3%3%3%3%3%3%

ac
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
89212411748102259383150123835186153722133Unweighted total
747977139693220289124917330475133231724Weighted total

Urgent delivery - on the
same day or a specific

88162200133643177285812*61250time the next day
12%17%14%14%16%15%14%16%19%16%1%19%14%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1692793492866883114797272108448system)
23%29%25%30%30%31%25%27%32%36%18%33%26%

bb

Timed delivery (i.e. to
arrive by specific time

7714818682841160235511*58225/day)
10%15%13%9%13%14%13%13%18%14%2%18%13%

b

709935133984208273119816128571133001644Standard delivery
95%96%96%90%95%94%96%93%94%95%100%93%95%

ba

111147187214741187287013566258International delivery
15%15%13%23%21%14%15%16%23%18%37%21%15%

cc

10131913416341-423Cross-Border Delivery
1%1%1%1%1%1%1%2%1%1%-%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
5*3-21224--45READ OUT)
1%*%*%-%1%*%*%1%1%-%-%1%*%

ab

Don't Know (DO NOT READ
21233346927763-944OUT)

3%2%2%4%3%3%2%4%2%5%-%3%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
115332421071292005412286169593742133Unweighted total

601410443467720473265171441724Weighted total

Urgent delivery - on the
same day or a specific

6395593629416250time the next day
9%25%9%11%12%11%15%13%7%14%24%11%14%

abdad

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

135269620412614733448system)
22%36%25%20%12%26%18%26%18%21%41%23%26%

ddacd

Timed delivery (i.e. to
arrive by specific time

541044839111212225/day)
8%31%9%9%8%10%16%19%3%17%10%9%13%

abdcdad

571410142447519463164171391644Standard delivery
96%100%97%96%96%97%94%98%96%98%100%97%95%

12314461257612524258International delivery
21%20%13%9%13%16%26%15%19%18%31%17%15%

adac

1*11*1*1*1*223Cross-Border Delivery
1%2%1%2%*%1%1%1%1%1%*%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
1-*---------5READ OUT)
2%-%*%-%-%-%-%-%-%-%-%-%*%

Don't Know (DO NOT READ
1-12211111-344OUT)
2%-%1%4%3%2%6%2%4%2%-%2%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
124127186152125161141138518361153102133Unweighted total
109146155175118130102100234491392681724Weighted total

Urgent delivery - on the
same day or a specific

9211925372318172581632250time the next day
8%14%12%14%32%17%18%17%11%17%11%12%14%

dlabdefgijkldldl

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

163734425046373255152757448system)
15%26%22%24%43%36%36%32%24%31%20%21%26%

labdijklabdijlabdijlabdjlll

Timed delivery (i.e. to
arrive by specific time

61822222317181524141729225/day)
5%12%14%12%19%13%18%15%10%29%12%11%13%

llladlladllabdegijkl

1051371421701121229893225471382551644Standard delivery
96%94%92%97%95%94%96%93%96%96%100%95%95%

jjaeghjk

71521303426211635111329258International delivery
6%10%14%17%29%20%21%16%15%23%9%11%15%

lalabdeijklabklabklllabkl

12141211212323Cross-Border Delivery
1%1%1%2%1%2%1%1%1%2%1%1%1%

-------------Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%-%

None of these (DO NOT
2-2*--*-1---5READ OUT)
2%-%1%*%-%-%*%-%*%-%-%-%*%

aa

Don't Know (DO NOT READ
*564242452-844OUT)
*%4%4%3%1%3%2%4%2%4%-%3%3%

blblblbl
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4374387974612133Unweighted total
4104234354561724Weighted total

Urgent delivery - on the
same day or a specific

48856156250time the next day
12%20%14%12%14%

abd

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

87138123100448system)
21%33%28%22%26%

adad

Timed delivery (i.e. to
arrive by specific time

46625760225/day)
11%15%13%13%13%

3844044164401644Standard delivery
94%96%96%97%95%

d

43907253258International delivery
11%21%16%12%15%

abdad

575623Cross-Border Delivery
1%2%1%1%1%

-----Other (PLEASE SPECIFY)
-%-%-%-%-%

None of these (DO NOT
4*1-5READ OUT)
1%*%*%-%*%

a

Don't Know (DO NOT READ
1210121044OUT)

3%2%3%2%3%
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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 who regularly receive letters at their location (QV9a=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
131711043273735887714336810971685Unweighted total

394179322412679164212451312Weighted total

Urgent delivery - on the
same day or a specific

10514454213337158172time the next day
26%13%17%14%10%20%39%20%16%13%13%

abdaaabcea

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1310217692204510279299system)
33%25%27%24%22%30%44%34%25%22%23%

abaabeab

Timed delivery (i.e. to
arrive by specific time

10515393711335143154/day)
26%11%19%12%9%17%34%18%13%11%12%

abdaaabcea

373976300390638153911671230Standard delivery
94%96%97%93%95%95%94%96%94%94%94%

10412413412336140152International delivery
25%10%15%13%8%18%32%20%14%11%12%

abdaaabcea

11*632*111416Cross-Border Delivery
2%4%*%2%1%4%4%4%3%1%1%

aaaaa

---2-----22Other (PLEASE SPECIFY)
-%-%-%1%-%-%-%-%-%*%*%

None of these (DO NOT
---13**-*66READ OUT)
-%-%-%*%1%*%1%-%*%*%*%

Don't Know (DO NOT READ
1-2592**13133OUT)
2%-%2%2%2%3%4%3%3%3%3%
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
19820922010581091091212009743190621271685Unweighted total

55677011191121111272159645190761471312Weighted total

Urgent delivery - on the
same day or a specific

89101452113113113634216172time the next day
15%13%14%13%18%12%8%15%13%12%18%3%11%13%

bbbbbgbbbg

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

1116192523424285181057536299system)
21%23%28%23%30%21%22%24%9%23%30%6%24%23%

bebebebebebebebebebejmbe

Timed delivery (i.e. to
arrive by specific time

679132121513268641*10154/day)
11%11%12%12%11%13%10%12%9%13%22%*%7%12%

bbbbbbbbbbabefgijb
klm

52646710461051031182029342172761361230Standard delivery
95%95%96%93%93%93%92%94%96%92%91%99%93%94%

cc

10691271011513101531013152International delivery
18%9%12%11%9%10%4%6%11%2%28%13%9%12%

adfgijlfgfgggabdefgh

ijklm

16------------16Cross-Border Delivery
30%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkl

---22--------2Other (PLEASE SPECIFY)
-%-%-%*%2%-%-%-%-%-%-%-%-%*%

j

None of these (DO NOT
***5--122----6READ OUT)
*%*%*%*%-%-%1%1%2%-%-%-%-%*%

Don't Know (DO NOT READ
2112923252-11*333OUT)
4%2%1%3%2%3%2%3%2%-%6%1%2%3%

kjkl
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
211147453011556461345141516944181441685Unweighted total
12211903229894821172837412332123301312Weighted total

Urgent delivery - on the
same day or a specific

19153411316031242172153172time the next day
15%13%13%13%12%26%7%11%14%6%12%9%13%

abcdefh

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

262737822110643871309256299system)
22%23%24%22%22%37%28%19%24%27%20%20%23%

abdeh

Timed delivery (i.e. to
arrive by specific time

1513933121601924018*14*154/day)
13%12%10%12%12%16%9%11%15%*%12%1%12%

acacacacac

11311163119194461092535611629117301230Standard delivery
93%94%96%93%92%93%89%95%94%91%95%100%94%

acf

1513733119502614611216*152International delivery
12%11%10%12%10%22%3%12%9%7%13%*%12%

aabcdefhaaf

11571071*51-1116Cross-Border Delivery
1%1%2%1%1%1%*%1%1%-%1%3%1%

-2-22-------2Other (PLEASE SPECIFY)
-%*%-%*%*%-%-%-%-%-%-%-%*%

None of these (DO NOT
24142--2--1-6READ OUT)
2%*%*%*%*%-%-%1%-%-%1%-%*%

a

Don't Know (DO NOT READ
628430193*63-*-33OUT)
5%2%1%3%4%3%1%2%3%-%*%-%3%

bbe
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
4312969476416211685Unweighted total
3302167545612561312Weighted total

Urgent delivery - on the
same day or a specific

5733813169172time the next day
17%15%11%5%13%13%

aab

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

90581508291299system)
27%27%20%14%23%23%

aa

Timed delivery (i.e. to
arrive by specific time

4927771153154/day)
15%12%10%2%12%12%

ab

3051977175211781230Standard delivery
93%91%95%92%94%94%

b

5629661151152International delivery
17%13%9%1%12%12%

aab

727*1616Cross-Border Delivery
2%1%1%1%1%1%

2---22Other (PLEASE SPECIFY)
1%-%-%-%*%*%

a

None of these (DO NOT
123-66READ OUT)
*%1%*%-%*%*%

Don't Know (DO NOT READ
9617*3333OUT)
3%3%2%1%3%3%
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4117904846816171-2475434312741685Unweighted total
245600467321280*-*132821310671312Weighted total

Urgent delivery - on the
same day or a specific

4285456165*--12436129172time the next day
17%14%10%20%13%100%-%-%58%66%14%17%12%13%

aaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

66145879290*--12658233299system)
27%24%19%27%23%100%-%-%58%66%22%27%22%23%

aaa

Timed delivery (i.e. to
arrive by specific time

3676426148*--12330118154/day)
15%13%9%17%12%100%-%-%58%66%11%14%11%12%

a

217563449281202*-*132419010121230Standard delivery
89%94%96%88%94%100%-%100%100%100%86%89%95%94%

ccbcjbcj

3979348144*--*2631113152International delivery
16%13%7%26%11%100%-%-%30%69%21%14%11%12%

aaabiaia

584*16----**51116Cross-Border Delivery
2%1%1%1%1%-%-%-%-%3%1%2%1%1%

-2--2-------22Other (PLEASE SPECIFY)
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
-33-6-------66READ OUT)
-%*%1%-%*%-%-%-%-%-%-%-%1%*%

Don't Know (DO NOT READ
11148232-----292233OUT)

4%2%2%5%2%-%-%-%-%-%6%4%2%3%

aa
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
14829368911471185504658131590212081685Unweighted total
*421523418818763265009676238651312Weighted total

Urgent delivery - on the
same day or a specific

*-*2371201215177133100121172time the next day
100%-%3%12%13%16%14%14%16%15%14%16%14%13%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*-*24621321276128226165195299system)
100%-%5%13%17%15%24%24%23%26%23%26%23%23%

ba

Timed delivery (i.e. to
arrive by specific time

*-*114112116447211986107154/day)
100%-%5%9%4%11%13%13%14%14%12%14%12%12%

*221523358278173064589055758151230Standard delivery
100%50%100%95%100%87%94%93%94%92%94%92%94%94%

bbd

***514111109508112295108152International delivery
100%3%3%30%6%10%13%12%15%16%13%15%13%12%

acf

-*-**11111571391216Cross-Border Delivery
-%3%-%*%1%3%1%1%1%1%1%1%1%1%

------22--2222Other (PLEASE SPECIFY)
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

None of these (DO NOT
------*3-1***6READ OUT)
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

a

Don't Know (DO NOT READ
-2-1*3232161529202533OUT)
-%50%-%5%*%8%3%2%2%3%3%3%3%3%

a
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
92963423073604-31410146261685Unweighted total
61642352413201-**56104791312Weighted total

Urgent delivery - on the
same day or a specific

133353429*-*-2**74172time the next day
13%20%15%14%9%24%-%30%-%35%3%3%16%13%

abaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

150536259*-*-22*123299system)
21%30%23%26%19%24%-%30%-%35%36%3%26%23%

aca

Timed delivery (i.e. to
arrive by specific time

122353428*-*-2**69154/day)
9%14%15%14%9%24%-%30%-%35%3%3%15%12%

aaa

61482182332981-**44104401230Standard delivery
100%90%93%97%93%100%-%100%100%69%67%100%92%94%

acd

126273037*-*-2*177152International delivery
21%16%11%12%12%24%-%30%-%35%6%14%16%12%

-1435-----*-716Cross-Border Delivery
-%1%2%1%2%-%-%-%-%-%3%-%1%1%

--2----------2Other (PLEASE SPECIFY)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
----*-------16READ OUT)
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
-97211----2--1433OUT)
-%5%3%1%3%-%-%-%-%31%-%-%3%3%

bb
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
641250203148223233390101081701582111685Unweighted total
419251661146149193303681401221651312Weighted total

Urgent delivery - on the
same day or a specific

61262314928544*11202323172time the next day
15%14%14%13%19%25%13%14%16%14%19%14%13%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

122134025943777117374131299system)
30%23%24%23%29%35%23%40%25%27%33%19%23%

a

Timed delivery (i.e. to
arrive by specific time

71122413024543110152521154/day)
17%12%14%11%16%28%13%21%14%11%21%13%12%

aac

398651481082136193013641211131551230Standard delivery
94%94%89%94%91%98%91%97%94%86%92%94%94%

bcc

81142512725749213202323152International delivery
19%12%15%11%17%35%15%59%19%14%19%14%12%

ac

*13215313*122216Cross-Border Delivery
*%1%1%1%2%5%1%10%1%1%2%1%1%

-2-2--------2Other (PLEASE SPECIFY)
-%*%-%*%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
-*14--1----16READ OUT)
-%*%1%*%-%-%*%-%-%-%-%1%*%

Don't Know (DO NOT READ
2278253*12*462333OUT)
4%3%5%2%2%1%4%3%6%4%2%2%3%

a
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1198112940919346530199137711685Unweighted total
210480328016433617156115561312Weighted total

Urgent delivery - on the
same day or a specific

-31111692254323158172time the next day
-%30%14%25%14%16%16%15%13%15%13%

bb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

-5317811140876422714299system)
-%51%22%40%25%26%35%27%23%26%23%

abb

Timed delivery (i.e. to
arrive by specific time

-3299632448221176154/day)
-%31%12%22%15%14%13%14%15%11%12%

abb

210075727014631215141103521230Standard delivery
100%96%94%96%89%93%90%91%90%93%94%

-54104612655233187152International delivery
-%52%13%22%16%16%14%21%16%13%12%

abb

-911425142116Cross-Border Delivery
-%8%1%2%1%2%4%2%2%2%1%

ab

--2---2---2Other (PLEASE SPECIFY)
-%-%*%-%-%-%10%-%-%-%*%

a

None of these (DO NOT
--**1-----6READ OUT)
-%-%*%*%1%-%-%-%-%-%*%

Don't Know (DO NOT READ
-225378166-33OUT)
-%2%3%1%4%2%4%4%5%-%3%

a
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13834101051785411575161445432-1527953511685Unweighted total

45707253735928323104315320-825332501312Weighted total

Urgent delivery - on the
same day or a specific

28510557951161265157-269159172time the next day
65%15%14%15%16%14%28%25%16%18%-%32%17%24%13%

abbb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2130174981531852357896-40136110299system)
69%23%24%26%26%22%92%33%25%30%-%49%26%44%23%

bbb

Timed delivery (i.e. to
arrive by specific time

2679251791022234255-297457154/day)
69%12%13%14%13%12%92%22%13%17%-%35%14%23%12%

babb

3538685345545783397300288-745002321230Standard delivery
97%94%95%93%92%94%100%94%95%90%-%90%94%93%94%

a

2741056188105*436156-478954152International delivery
54%13%15%16%15%13%18%42%19%17%-%57%17%22%12%

aababb

110116912*355-68516Cross-Border Delivery
19%2%1%2%2%1%18%3%2%1%-%7%2%2%1%

ab

-22-22------2-2Other (PLEASE SPECIFY)
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

None of these (DO NOT
-**-**---1--**6READ OUT)
-%*%*%-%*%*%-%-%-%*%-%-%*%*%*%

Don't Know (DO NOT READ
-182082024-4810-317333OUT)
-%3%3%2%3%3%-%4%3%3%-%4%3%1%3%
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
11141744822962851053132653771685Unweighted total

917112956868847622231722471312Weighted total

Urgent delivery - on the
same day or a specific

2253801021419473645172time the next day
18%11%48%11%14%15%31%30%21%21%18%13%

aa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

*2491231581728744775299system)
1%11%35%32%22%23%36%44%33%28%30%23%

abc

Timed delivery (i.e. to
arrive by specific time

-23562871317453039154/day)
-%11%29%17%11%13%27%27%20%17%16%12%

aab

91592653665445591981672241230Standard delivery
96%90%83%90%94%95%96%94%89%97%91%94%

cac

2342741072328444454152International delivery
23%17%39%7%13%16%49%46%20%25%22%12%

abcabc

*-**10102244516Cross-Border Delivery
5%-%4%*%2%1%4%3%2%2%2%1%

----22-----2Other (PLEASE SPECIFY)
-%-%-%-%*%*%-%-%-%-%-%*%

None of these (DO NOT
----**--1--6READ OUT)
-%-%-%-%*%*%-%-%*%-%-%*%

Don't Know (DO NOT READ
*22316192263833OUT)
3%10%16%10%3%3%4%3%3%2%3%3%
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1338241521366445916351061167414501685168516551685Unweighted total
101819641104153061267821130011191312131212831312Weighted total

Urgent delivery - on the
same day or a specific

125334133-101170172169158172172168172time the next day
12%17%11%13%-%33%13%21%13%14%13%13%13%13%

babb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

218567231-140282299296272299299292299system)
21%29%17%22%-%46%22%36%23%24%23%23%23%23%

babb

Timed delivery (i.e. to
arrive by specific time

106345116-94150154153147154154150154/day)
10%17%11%11%-%31%12%19%12%13%12%12%12%12%

babb

9651753598152911230758121910431230123012011230Standard delivery
95%89%86%94%100%95%97%92%94%93%94%94%94%94%

abac

101395113-152152129150138152152148152International delivery
10%20%11%11%-%50%12%16%12%12%12%12%12%12%

babb

142*14-161610161316161616Cross-Border Delivery
1%1%1%1%-%5%1%1%1%1%1%1%1%1%

ab

2--22-2-2-2222Other (PLEASE SPECIFY)
*%-%-%*%36%-%*%-%*%-%*%*%*%*%

None of these (DO NOT
4--3-464666666READ OUT)
*%-%-%*%-%1%*%1%*%1%*%*%*%*%

b

Don't Know (DO NOT READ
2111522-3716333133333333OUT)

2%5%11%2%-%1%1%2%3%3%3%3%3%3%

bab
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
6851000136987211318116219729778133191685Unweighted total
5477651052761722409241392446572661312Weighted total

Urgent delivery - on the
same day or a specific

651071399232712121358*38172time the next day
12%14%13%12%13%11%13%15%14%13%2%14%13%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

122177235194146219336316*73299system)
22%23%22%25%24%19%24%23%26%25%5%28%23%

Timed delivery (i.e. to
arrive by specific time

60941195272411612319*35154/day)
11%12%11%7%16%10%13%8%13%15%3%13%12%

b

513717996661582238721282235772391230Standard delivery
94%94%95%86%92%93%94%92%91%89%100%90%94%

b

5498104152929108144010239152International delivery
10%13%10%19%17%12%12%10%16%15%25%15%12%

cc

7101313212242*316Cross-Border Delivery
1%1%1%1%1%1%1%2%1%2%7%1%1%

2---2-2-2--22Other (PLEASE SPECIFY)
*%-%-%-%1%-%*%-%1%-%-%1%*%

c

None of these (DO NOT
244-115-3*-36READ OUT)
*%1%*%-%1%*%1%-%1%*%-%1%*%

Don't Know (DO NOT READ
13201877816765-1133OUT)

2%3%2%9%4%3%2%5%2%8%-%4%3%

ccbb
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Table 106  (continuation)                                                                                                                                                  Page 1970

QV9b2. Which of the following types of services does each of the types of mail you receive fall into?  Large letters
Base: All who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
8528199911111795011679158563251685Unweighted total
44117834397017442859151211312Weighted total

Urgent delivery - on the
same day or a specific

6343481617313172time the next day
15%28%5%9%9%11%6%13%4%12%23%11%13%

bad

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

134127417210411628299system)
30%41%15%20%12%25%9%22%13%19%41%23%23%

bbddacd

Timed delivery (i.e. to
arrive by specific time

6342281618212154/day)
13%28%5%5%6%11%6%15%3%13%14%10%12%

abddd

41117332376716422556151151230Standard delivery
95%99%93%95%96%95%92%95%92%94%100%95%94%

d

6292563659313152International delivery
13%20%11%5%13%9%17%13%17%15%21%11%12%

a

**1**1*1*1*116Cross-Border Delivery
1%3%1%*%*%1%1%1%1%1%*%1%1%

------------2Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
--3*----11--6READ OUT)
-%-%4%*%-%-%-%-%4%2%-%-%*%

aa

Don't Know (DO NOT READ
*-12211111-333OUT)
*%-%1%5%4%2%7%3%4%2%-%2%3%

c
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
1091001501089913210010842222862491685Unweighted total

92113118125971017378177321032031312Weighted total

Urgent delivery - on the
same day or a specific

416141521141491931329172time the next day
4%14%12%12%22%14%19%12%11%11%12%14%13%

llldjlldlllll

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

20262424342327223772035299system)
21%23%21%20%35%23%36%28%21%23%20%17%23%

abdgijklabdgijkla

Timed delivery (i.e. to
arrive by specific time

315161420913101631024154/day)
4%13%14%11%20%9%18%13%9%11%10%12%12%

llladgldlll

8610110912090957070166301021921230Standard delivery
94%90%92%96%93%94%96%90%93%93%100%94%94%

adeghjkl

3712192015168196619152International delivery
4%6%10%16%21%15%22%10%11%17%6%10%12%

lbklabdejklbklabdejkllll

*21312112*1316Cross-Border Delivery
*%1%1%3%1%2%1%2%1%2%1%1%1%

-----------22Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%1%*%

None of these (DO NOT
-----2-13---6READ OUT)
-%-%-%-%-%2%-%1%2%-%-%-%*%

aa

Don't Know (DO NOT READ
*744221242-433OUT)
*%6%4%4%2%2%1%3%2%7%-%2%3%

bdl
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3593396303571685Unweighted total
3233223293381312Weighted total

Urgent delivery - on the
same day or a specific

34514245172time the next day
11%16%13%13%13%

d

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

70818662299system)
22%25%26%18%23%

aa

Timed delivery (i.e. to
arrive by specific time

35433937154/day)
11%13%12%11%12%

2963043063241230Standard delivery
92%94%93%96%94%

d

22554332152International delivery
7%17%13%9%12%

add

364416Cross-Border Delivery
1%2%1%1%1%

---22Other (PLEASE SPECIFY)
-%-%-%1%*%

None of these (DO NOT
-24-6READ OUT)
-%1%1%-%*%

ad

Don't Know (DO NOT READ
1287633OUT)

4%3%2%2%3%
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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 who regularly receive large letters at their location (QV9a=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
129731123474105857914236411761761Unweighted total

384591348451669164113451411Weighted total

Urgent delivery - on the
same day or a specific

12142897106203512341361time the next day
32%32%31%28%23%30%37%31%29%25%26%

aaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

192849217251365923763800system)
50%61%54%62%56%55%56%55%55%57%57%

e

Timed delivery (i.e. to
arrive by specific time

13112892108183410333351/day)
33%24%30%26%24%27%35%28%25%25%25%

aa

353373264338548133310221077Standard delivery
91%72%81%76%75%82%91%82%80%76%76%

abcdaab

8817777915349250266International delivery
20%17%19%22%17%23%31%25%21%19%19%

aa

*11752*121820Cross-Border Delivery
1%2%1%2%1%4%4%3%4%1%1%

aa

--*-1*--*33Other (PLEASE SPECIFY)
-%-%*%-%*%*%-%-%*%*%*%

None of these (DO NOT
*--21*--*44READ OUT)
*%-%-%1%*%*%-%-%*%*%*%

Don't Know (DO NOT READ
123542*112426OUT)
2%4%3%2%1%3%3%4%3%2%2%

aa
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
198207230112611711212222311243195661361761Unweighted total

596970121312112012924411145198871581411Weighted total

Urgent delivery - on the
same day or a specific

15212330327363061229621639361time the next day
25%30%33%25%22%30%23%25%20%20%31%19%25%26%

beije

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

28464268379707813665211134082800system)
48%67%59%56%65%58%60%56%59%47%57%46%52%57%

abcdfjmmmabdmm

Timed delivery (i.e. to
arrive by specific time

141719301214132572913551836351/day)
23%24%27%25%18%34%25%23%26%29%28%20%23%25%

iabfijlmi

48515991891901061877934146691151077Standard delivery
82%74%85%76%75%75%82%77%72%75%74%79%73%76%

acejacefhijl

18111422317261635192631728266International delivery
30%16%20%18%14%22%12%14%17%4%32%19%18%19%

dadefgijkdddgddadefgijd
lkl

20------------20Cross-Border Delivery
35%-%-%-%-%-%-%-%-%-%-%-%-%1%

abcdefgh

ijkl

---3--21-----3Other (PLEASE SPECIFY)
-%-%-%*%-%-%1%*%-%-%-%-%-%*%

j

None of these (DO NOT
1*-3---1---2-4READ OUT)
1%*%-%*%-%-%-%*%-%-%-%2%-%*%

jcjk

Don't Know (DO NOT READ
1-12422*13-8*726OUT)
1%-%1%2%2%2%*%1%3%-%4%*%5%2%

llfglfgkl
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
215154652612356741105947416943190401761Unweighted total
12412873271084510983343713835131271411Weighted total

Urgent delivery - on the
same day or a specific

3532784277118237131328347361time the next day
28%25%26%26%23%23%21%30%23%22%26%25%26%

h

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

66733177623285522225670218013800system)
54%57%54%57%56%53%66%58%50%61%61%46%57%

dd

Timed delivery (i.e. to
arrive by specific time

3531676275122265126247344351/day)
28%25%23%25%24%27%15%29%18%21%26%14%25%

adf

9398325582238073283401092892251077Standard delivery
75%76%78%76%75%75%83%78%79%79%70%94%76%

bbdegh

24242512159218684229321266International delivery
19%19%16%20%18%18%18%19%16%26%25%5%19%

baaaaaadh

2188139**6211220Cross-Border Delivery
2%1%2%1%2%*%*%1%1%2%1%6%1%

eg

3*-31--*--2-3Other (PLEASE SPECIFY)
2%*%-%*%*%-%-%*%-%-%1%-%*%

aeh

None of these (DO NOT
13131--2*-1-4READ OUT)
1%*%*%*%*%-%-%*%*%-%1%-%*%

Don't Know (DO NOT READ
124223121*84-1-26OUT)
1%2%1%2%2%1%1%2%3%-%1%-%2%

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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
45629010046716941761Unweighted total
3632158226713441411Weighted total

Urgent delivery - on the
same day or a specific

1106118816345361time the next day
30%28%23%24%26%26%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

22012345332767800system)
61%58%55%48%57%57%

Timed delivery (i.e. to
arrive by specific time

985619411340351/day)
27%26%24%16%25%25%

2761646285010261077Standard delivery
76%76%76%75%76%76%

91371365260266International delivery
25%17%16%8%19%19%

abb

7311*2020Cross-Border Delivery
2%1%1%1%1%1%

2-1123Other (PLEASE SPECIFY)
1%-%*%2%*%*%

a

None of these (DO NOT
*22-44READ OUT)
*%1%*%-%*%*%

Don't Know (DO NOT READ
9611*2526OUT)
2%3%1%1%2%2%

a
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4167925536716941-3465334913451761Unweighted total
258608545321379*-1232622611531411Weighted total

Urgent delivery - on the
same day or a specific

7715812715347*--221062284361time the next day
30%26%23%45%25%100%-%-%85%70%39%28%25%26%

aabiai

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

14935629521778*-*2217128651800system)
58%59%54%66%56%100%-%59%85%76%63%57%56%57%

Timed delivery (i.e. to
arrive by specific time

7815012312338*--22866273351/day)
30%25%23%38%25%100%-%-%85%70%31%29%24%25%

abaia

182446449261051*-123201568951077Standard delivery
70%73%82%80%76%100%-%100%95%100%76%69%78%76%

bcbb

701049113253*-*22958195266International delivery
27%17%17%40%18%100%-%41%80%68%32%26%17%19%

ababiaiai

596*20-----*51520Cross-Border Delivery
2%1%1%*%1%-%-%-%-%-%*%2%1%1%

21-21-----2-13Other (PLEASE SPECIFY)
1%*%-%6%*%-%-%-%-%-%7%-%*%*%

aabiabi

None of these (DO NOT
*31*4-----*-44READ OUT)
*%*%*%*%*%-%-%-%-%-%*%-%*%*%

Don't Know (DO NOT READ
1295224-----2101426OUT)

5%2%1%5%2%-%-%-%-%-%6%5%1%2%

abaiaiai
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
13626389111141191512697128084811721761Unweighted total
*411523438559003455339415818351411Weighted total

Urgent delivery - on the
same day or a specific

*-*141918323085147208131191361time the next day
100%-%10%10%18%44%21%26%25%28%22%23%23%26%

accabc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

***51617461505189304501311438800system)
100%3%13%37%72%40%54%56%55%57%53%54%52%57%

abba

Timed delivery (i.e. to
arrive by specific time

*-*321019322779154210138188351/day)
100%-%10%21%10%22%23%25%23%29%22%24%23%25%

abce

*211020316326832513766974176251077Standard delivery
100%49%100%71%87%72%74%76%73%71%74%72%75%76%

bdd

*-*56514316867131160109136266International delivery
100%-%10%32%29%11%17%19%20%25%17%19%16%19%

babcef

---**11113571271120Cross-Border Delivery
-%-%-%*%2%3%1%1%1%1%1%1%1%1%

------3*1*3-33Other (PLEASE SPECIFY)
-%-%-%-%-%-%*%*%*%*%*%-%*%*%

None of these (DO NOT
-----*13**1114READ OUT)
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
-2-1*2192091524192126OUT)
-%51%-%4%*%5%2%2%2%3%3%3%3%2%
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
102683243183594-31411156631761Unweighted total

81502202323301-**5795121411Weighted total

Urgent delivery - on the
same day or a specific

339515461*-*-224139361time the next day
33%26%23%23%19%24%-%30%-%35%30%41%27%26%

a

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

575108135177*-*-246292800system)
60%50%49%58%54%34%-%44%-%35%59%69%57%57%

cd

Timed delivery (i.e. to
arrive by specific time

137625553*-*-234146351/day)
7%25%28%24%16%24%-%30%-%35%44%41%28%25%

aaa

4118157185231*-*-4473621077Standard delivery
57%79%72%80%70%78%-%100%-%69%56%76%71%76%

acac

132304353*-**223124266International delivery
11%21%14%19%16%45%-%30%100%35%31%35%24%19%

c

-1344-----*-720Cross-Border Delivery
-%1%1%2%1%-%-%-%-%-%1%-%1%1%

--1-2-------*3Other (PLEASE SPECIFY)
-%-%*%-%1%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
-**-1-----*--4READ OUT)
-%*%*%-%*%-%-%-%-%-%2%-%-%*%

Don't Know (DO NOT READ
-9618----2--1326OUT)
-%6%3%1%2%-%-%-%-%31%-%-%3%2%

abcb
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
641215231153024133420111181781652241761Unweighted total
438972011210148203624841491251691411Weighted total

Urgent delivery - on the
same day or a specific

919968294346107127444234361time the next day
20%22%34%24%23%28%30%26%32%29%33%20%26%

aaaa

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

264741276737511218148947486800system)
61%53%63%56%51%54%60%37%57%63%59%50%57%

aca

Timed delivery (i.e. to
arrive by specific time

720262288435106126553736351/day)
16%22%31%24%29%27%29%16%31%37%30%21%25%

aaa

296671369411081725046992871231077Standard delivery
68%74%67%78%73%85%69%95%82%62%69%73%76%

bbcc

101505221329598132383129266International delivery
23%17%26%18%20%24%27%26%39%25%25%17%19%

acabca

112317314-122220Cross-Border Delivery
2%1%2%1%2%4%1%-%1%2%2%1%1%

2121--*-*---3Other (PLEASE SPECIFY)
4%*%1%*%-%-%*%-%*%-%-%-%*%

aa

None of these (DO NOT
-1*4-*--*---4READ OUT)
-%*%*%*%-%1%-%-%*%-%-%-%*%

Don't Know (DO NOT READ
1236194*11*433526OUT)
2%3%3%2%3%1%3%2%5%2%2%3%2%
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1192108640720948828205148741761Unweighted total
210376428517635715156121591411Weighted total

Urgent delivery - on the
same day or a specific

2461759054935483914361time the next day
100%45%23%32%31%26%30%31%32%23%26%

abb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2633991761032027977037800system)
100%61%52%62%58%56%45%62%58%62%57%

bb

Timed delivery (i.e. to
arrive by specific time

-3817488541015543918351/day)
-%36%23%31%31%28%35%35%32%31%25%

bb

2905862201092671210176401077Standard delivery
100%87%77%77%62%75%80%65%62%67%76%

abb

-491246956765473817266International delivery
-%47%16%24%32%21%30%30%31%29%19%

abba

-69525132120Cross-Border Delivery
-%6%1%2%1%2%3%2%2%1%1%

ab

--3-*---*-3Other (PLEASE SPECIFY)
-%-%*%-%*%-%-%-%*%-%*%

None of these (DO NOT
-11**--**-4READ OUT)
-%1%*%*%*%-%-%*%*%-%*%

Don't Know (DO NOT READ
-221269155-26OUT)
-%2%3%1%3%3%5%3%4%-%2%

a
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
1379997654579911205162455468-1447413441761Unweighted total

35367003985527993108325352-774932381411Weighted total

Urgent delivery - on the
same day or a specific

1125161105125184346101120-2512065361time the next day
44%23%23%26%23%23%100%43%31%34%-%33%24%27%26%

abb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3278373225294412374173233-46263150800system)
95%52%53%57%53%52%100%68%53%66%-%59%53%63%57%

bbb

Timed delivery (i.e. to
arrive by specific time

212715711713018114897127-3212477351/day)
66%24%22%30%23%23%31%45%30%36%-%41%25%32%25%

abbbbb

3433524293397603185269235-643691751077Standard delivery
97%81%75%74%72%75%33%79%83%67%-%82%75%73%76%

aaaa

2951329810313315892101-409656266International delivery
59%18%19%25%19%17%22%54%28%29%-%51%19%24%19%

ababab

*996710*346-47320Cross-Border Delivery
1%2%1%1%1%1%18%2%1%2%-%5%1%1%1%

ab

-1---1-***----3Other (PLEASE SPECIFY)
-%*%-%-%-%*%-%*%*%*%-%-%-%-%*%

None of these (DO NOT
*11*11-***-11*4READ OUT)
3%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

Don't Know (DO NOT READ
-141691921-599-217226OUT)
-%3%2%2%4%3%-%5%3%3%-%3%4%1%2%

a
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
16171841786936841133392743921761Unweighted total
1118132653666647712471812651411Weighted total

Urgent delivery - on the
same day or a specific

26261301612540806585361time the next day
16%32%14%22%24%24%53%56%32%36%32%26%

abcabc

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

5106112703573056168110156800system)
41%54%46%44%50%54%65%79%68%61%59%57%

abcea

Timed delivery (i.e. to
arrive by specific time

37241271612137966285351/day)
23%41%15%15%24%24%45%52%39%34%32%25%

aabca

101081844150539571681572021077Standard delivery
90%58%65%69%82%76%84%80%68%87%76%76%

accacc

6735921282444755575266International delivery
48%39%23%18%17%19%52%62%31%31%28%19%

abcabc

--**972153420Cross-Border Delivery
-%-%2%*%2%1%3%2%2%2%2%1%

----1*-----3Other (PLEASE SPECIFY)
-%-%-%-%*%*%-%-%-%-%-%*%

None of these (DO NOT
--*-11-**--4READ OUT)
-%-%1%-%*%*%-%*%*%-%-%*%

Don't Know (DO NOT READ
-22313152343926OUT)
-%9%15%11%2%2%4%5%2%2%3%2%
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1392246521413351016911210174717611676145016561761Unweighted total
108920037110633521345980140014111321111913021411Weighted total

Urgent delivery - on the
same day or a specific

255634272-177356361361361340288333361time the next day
23%31%12%25%-%50%26%37%26%26%26%26%26%26%

bbabb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

58513017610*247760800796800736627723800system)
54%65%45%55%5%70%56%82%57%57%56%56%56%57%

bbbc

Timed delivery (i.e. to
arrive by specific time

246687266*158339351350351328282319351/day)
23%34%18%24%5%45%25%36%25%25%25%25%24%25%

babb

84714326858*31110776831067107710068519881077Standard delivery
78%72%70%78%5%88%80%70%76%76%76%76%76%76%

aaba

170647193*266262229264266243210238266International delivery
16%32%18%17%5%76%19%23%19%19%18%19%18%19%

babb

163*16-201916202017131720Cross-Border Delivery
1%2%1%1%-%6%1%2%1%1%1%1%1%1%

ab

1--13*3*333333Other (PLEASE SPECIFY)
*%-%-%*%100%*%*%*%*%*%*%*%*%*%

None of these (DO NOT
4*-2-242444444READ OUT)
*%*%-%*%-%1%*%*%*%*%*%*%*%*%

Don't Know (DO NOT READ
197320--112262626242626OUT)

2%3%9%2%-%-%1%*%2%2%2%2%2%2%

aac
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
7341027140791245304124021032586173471761Unweighted total
611800111583202221102715628072132991411Weighted total

Urgent delivery - on the
same day or a specific

152209270177541273478431494361time the next day
25%26%24%20%37%19%27%30%30%44%35%31%26%

bcccb

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

3504506184313011857798186423201800system)
57%56%55%51%64%53%56%62%66%58%26%67%57%

bcc

Timed delivery (i.e. to
arrive by specific time

151200265166750256448229294351/day)
25%25%24%20%33%23%25%28%29%41%16%31%25%

bcb

492585857581541657951111925091991077Standard delivery
80%73%77%70%76%75%77%71%69%69%71%67%76%

aa

124142180255730194427823484266International delivery
20%18%16%31%28%14%19%27%28%33%35%28%19%

cccbc

81216*4414241*420Cross-Border Delivery
1%2%1%*%2%2%1%2%1%2%4%1%1%

1212*3-*2*2-3Other (PLEASE SPECIFY)
*%*%*%2%*%1%-%*%1%*%15%-%*%

acb

None of these (DO NOT
134-*112*--*4READ OUT)
*%*%*%-%*%*%*%1%*%-%-%*%*%

b

Don't Know (DO NOT READ
6201763316643-826OUT)
1%2%2%7%2%2%2%4%1%5%-%3%2%

bacb
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
9729200941151795411983165513231761Unweighted total
48118037406919473064121191411Weighted total

Urgent delivery - on the
same day or a specific

92145512210615320361time the next day
20%18%17%12%13%18%9%22%18%23%27%17%26%

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

2264413163510261537558800system)
45%60%55%34%40%50%52%55%51%58%44%49%57%

ada

Timed delivery (i.e. to
arrive by specific time

93176515312616324351/day)
18%30%21%16%12%22%14%25%21%25%24%20%25%

dd

408613135551536214811941077Standard delivery
84%71%76%83%87%80%76%77%69%74%99%79%76%

aacd

9112741139613217266International delivery
18%12%15%18%10%15%13%19%20%21%18%15%19%

1**1*******120Cross-Border Delivery
1%3%*%2%*%1%1%*%*%*%*%1%1%

------------3Other (PLEASE SPECIFY)
-%-%-%-%-%-%-%-%-%-%-%-%*%

None of these (DO NOT
--1-*------*4READ OUT)
-%-%1%-%*%-%-%-%-%-%-%*%*%

Don't Know (DO NOT READ
**11111111-126OUT)
*%1%1%3%3%2%6%3%4%2%-%1%2%
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
11212015512110812211211344125832491761Unweighted total

99145126145107938084189351032041411Weighted total

Urgent delivery - on the
same day or a specific

232934383621291833122761361time the next day
23%20%27%26%34%23%37%21%18%33%26%30%26%

dddekdegkldk

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

5193728468534749892264107800system)
52%64%57%58%64%56%59%59%47%61%62%53%57%

addddddd

Timed delivery (i.e. to
arrive by specific time

233432384017201439152156351/day)
24%24%25%26%37%18%25%17%21%43%21%27%25%

bdegjklde

8098861089178576915126841501077Standard delivery
81%68%68%75%85%83%71%82%80%73%81%74%76%

jkafjkafjkjkjkjk

92030284019141332102130266International delivery
9%14%24%19%38%20%18%15%17%29%20%15%19%

aklllabdefgijkllll

132312122*1320Cross-Border Delivery
1%2%1%2%1%2%1%2%1%1%1%1%1%

--2*--1-----3Other (PLEASE SPECIFY)
-%-%1%*%-%-%1%-%-%-%-%-%*%

dd

None of these (DO NOT
--1-*---1-2-4READ OUT)
-%-%*%-%*%-%-%-%1%-%2%-%*%

a

Don't Know (DO NOT READ
2227221-3--426OUT)
2%2%2%5%2%2%1%-%1%-%-%2%2%

bde
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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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
3873516663571761Unweighted total
3693463533421411Weighted total

Urgent delivery - on the
same day or a specific

86968099361time the next day
23%28%23%29%26%

b

Tracked service (send /
receive mail for which
you need to be able to
monitor its progress
through the postal

217205185193800system)
59%59%52%56%57%

bb

Timed delivery (i.e. to
arrive by specific time

89957393351/day)
24%28%21%27%25%

bb

2632782772601077Standard delivery
71%80%78%76%76%

dd

59876061266International delivery
16%25%17%18%19%

abd

565420Cross-Border Delivery
1%2%1%1%1%

2*1-3Other (PLEASE SPECIFY)
*%*%*%-%*%

None of these (DO NOT
1*124READ OUT)
*%*%*%1%*%

Don't Know (DO NOT READ
7114426OUT)
2%3%1%1%2%

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 who regularly receive parcels and packets at their location (QV9a= 3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Open everything on the
47461103895377510184716101685same day it was received
98%92%95%85%78%94%92%97%93%84%84%

abdaabaaaaba

Open only the things
that look important on

*4334602**1129131the same day
1%8%3%7%9%2%3%1%2%7%7%

ececebce

Open only parcels on the
*--511*-**2223same day
*%-%-%1%2%1%-%1%1%1%1%

Put things I've received
aside until I have time

**329833**2158161to open them
1%*%3%6%12%4%5%1%4%8%8%

debcdebce
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Open everything on the
8179861438134133174274138592421031811685same day it was received
91%81%84%84%81%81%87%84%85%90%81%90%82%84%

acfhijkl

Open only the things
that look important on

41061124139329424413131the same day
4%10%6%7%3%8%5%10%6%6%8%3%6%7%

bgijkmbgijkmi

Open only parcels on the
1111922-*7-2*723same day
1%1%1%1%1%1%-%*%5%-%1%*%3%1%

cfgjkmcfgj

Put things I've received
aside until I have time

379142241716187330820161to open them
4%7%9%8%15%10%8%6%4%4%10%7%9%8%

mmdefjlmmemm
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Open everything on the
177150839212926071244952716237144321685same day it was received

86%84%87%83%80%88%87%89%84%78%82%84%84%

ahbcdh

Open only the things
that look important on

81233398566526137172131the same day
4%7%7%6%7%4%9%4%7%15%9%5%7%

bedegheg

Open only parcels on the
22141810-*72-3-23same day
1%1%1%1%1%-%*%1%1%-%2%-%1%

Put things I've received
aside until I have time

19142221408411229163124161to open them
9%8%5%9%11%8%4%5%8%7%7%11%8%

bbef
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Open everything on the
402246101810515801685same day it was received

93%85%82%83%84%84%

ab

Open only the things
that look important on

14179310121131the same day
3%6%7%8%6%7%

cc

Open only parcels on the
3119-2323same day
1%*%2%-%1%1%

Put things I've received
aside until I have time

152611312150161to open them
4%9%9%9%8%8%

cc
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Open everything on the
285677722351650*-*352725013991685same day it was received

94%86%80%91%84%100%-%82%100%100%89%94%83%84%

abaai

Open only the things
that look important on

453741131--*--14127131the same day
1%7%8%2%7%-%-%18%-%-%2%1%7%7%

ccbb

Open only parcels on the
2714-23------22123same day
1%1%2%-%1%-%-%-%-%-%-%1%1%1%

Put things I've received
aside until I have time

1453943159-----311148161to open them
4%7%10%7%8%-%-%-%-%-%9%4%9%8%

bcbb
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Open everything on the
*43142743961103138152710536169461685same day it was received

100%97%100%81%100%81%86%87%88%86%86%88%87%84%

abd

Open only the things
that look important on

-*-2-260631943643754131the same day
-%3%-%12%-%4%5%5%4%7%5%5%5%7%

cae

Open only parcels on the
-----21013210125823same day
-%-%-%-%-%3%1%1%1%2%1%1%1%1%

a

Put things I've received
aside until I have time

---1*782833329904481161to open them
-%-%-%6%*%12%7%7%8%5%7%6%7%8%

cdddd
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Open everything on the
101682492533721-**4375121685same day it was received
90%95%88%85%83%100%-%100%100%66%52%72%87%84%

abca

Open only the things
that look important on

12151730-----2-42131the same day
10%1%5%6%7%-%-%-%-%-%27%-%7%7%

ddd

Open only parcels on the
-1425-----1-823same day
-%1%1%1%1%-%-%-%-%-%21%-%1%1%

Put things I've received
aside until I have time

-5152544----2-325161to open them
-%3%5%8%10%-%-%-%-%34%-%28%4%8%

dcd
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Open everything on the
4810042181466150173575781431201791685same day it was received
89%86%85%84%87%71%87%100%91%85%86%86%84%

bb

Open only the things
that look important on

4611711413326-3121117131the same day
7%5%7%7%8%14%6%-%4%7%8%8%7%

Open only parcels on the
-12319127-143223same day
-%1%1%1%1%7%2%-%1%2%2%1%1%

ac

Put things I've received
aside until I have time

288171457220-310611161to open them
3%8%7%8%4%8%5%-%4%6%4%5%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Open everything on the
211187329717934717154122521685same day it was received

100%91%87%87%87%86%93%87%90%84%84%

Open only the things
that look important on

-65313133011358131the same day
-%5%5%4%6%7%6%7%4%13%7%

b

Open only parcels on the
--8-19-11-23same day
-%-%1%-%1%2%-%1%1%-%1%

Put things I've received
aside until I have time

-675301416*882161to open them
-%5%7%9%7%4%1%5%6%3%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Open everything on the
56057823895869074103324336-815302431685same day it was received

97%87%86%87%88%87%89%85%87%85%-%89%88%88%84%

Open only the things
that look important on

*3448323452-92235-63016131the same day
3%5%5%7%5%5%-%8%6%9%-%7%5%6%7%

Open only parcels on the
-891058--75-*4223same day
-%1%1%2%1%1%-%-%2%1%-%1%1%1%1%

ab

Put things I've received
aside until I have time

-4568184277*81818-33916161to open them
-%6%7%4%6%7%11%7%5%5%-%3%6%6%8%

cc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 108  (continuation)                                                                                                                                                  Page 1999

QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

Open everything on the
1113143160274343642371822531685same day it was received
98%70%85%85%87%86%84%86%87%89%87%84%

Open only the things
that look important on

-112354948231320131the same day
-%5%4%6%5%6%8%11%8%7%7%7%

Open only parcels on the
**--77--43723same day
2%1%-%-%1%1%-%-%1%2%2%1%

Put things I've received
aside until I have time

-52344614310611161to open them
-%24%11%9%6%7%8%3%4%3%4%8%

bc
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Open everything on the
132621646133843241500901162211951491112914651685same day it was received

84%84%87%85%75%83%85%85%85%85%85%86%85%84%

Open only the things
that look important on

10318495132108661269111180110131the same day
7%7%7%6%22%8%6%6%7%6%6%6%6%7%

Open only parcels on the
201-20-71816221919121923same day

1%*%-%1%-%2%1%2%1%1%1%1%1%1%

Put things I've received
aside until I have time

131223113*301387614910613290130161to open them
8%9%6%7%3%8%8%7%8%8%8%7%8%8%
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Open everything on the
75393113748221327812391563047293231685same day it was received

83%85%85%84%82%87%84%81%86%83%70%86%84%

a

Open only the things
that look important on

65661089141610412283425131the same day
7%6%7%9%6%5%7%6%8%4%29%7%7%

Open only parcels on the
101316-7*20231-323same day

1%1%1%-%3%*%1%1%1%1%-%1%1%

ccc

Put things I've received
aside until I have time

798212672426108231811*24161to open them
9%8%8%7%9%8%7%12%5%12%1%6%8%

bb
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Open everything on the
60159141437217443261141311685same day it was received
83%100%81%88%86%88%84%90%96%88%85%86%84%

abdabc

Open only the things
that look important on

5-11*4411*326131the same day
6%-%10%1%7%4%7%2%*%5%12%4%7%

aacadad

Open only parcels on the
--2-1-11-1-123same day
-%-%2%-%2%-%5%2%-%1%-%1%1%

ccc

Put things I've received
aside until I have time

8-85361314113161to open them
11%-%7%11%5%7%5%6%4%6%3%9%8%

cc
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Open everything on the
10413914917411813499110219481372531685same day it was received

80%76%80%83%83%89%86%89%84%85%89%88%84%

jklkjklkjkjkl

Open only the things
that look important on

16121117101074182419131the same day
12%7%6%8%7%7%6%3%7%4%3%7%7%

abdefj

Open only parcels on the
*44*3*11322123same day
*%2%2%*%2%*%1%1%1%4%1%*%1%

aaagil

Put things I've received
aside until I have time

9282218106982141116161to open them
7%15%12%8%7%4%7%7%8%7%7%5%8%

abdefghlag
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Open everything on the
3934254284381685same day it was received

79%85%86%88%84%

ddd

Open only the things
that look important on

40372926131the same day
8%7%6%5%7%

Open only parcels on the
845623same day
2%1%1%1%1%

Put things I've received
aside until I have time

60343830161to open them
12%7%8%6%8%

abc
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QNQ3. When you receive post or parcels in the mail, do you normally...
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
951068128467534263309Unweighted total
146681545114310315Weighted total

As soon as possible -
*-3307241*3140143likely the following day

54%-%58%45%47%68%75%67%67%45%45%

aa

Within a few days of
*3*22551**1100101receiving them

30%76%4%32%35%22%25%8%23%32%32%

At the end of the week
*1*11211-**4747/within the week

16%24%8%16%14%10%-%25%10%15%15%

--246----2424At least a week later
-%-%30%7%4%-%-%-%-%8%8%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*gf*e*dc*baSignificance Level: 95%
2040422072220164717640831309Unweighted total

8181627331312550236551239315Weighted total

As soon as possible -
2138120221891510521518143likely the following day

23%70%52%44%70%58%35%29%42%72%37%41%45%45%

acfjf

Within a few days of
3239366112012220314101receiving them

35%13%19%34%18%18%44%40%50%28%36%26%35%32%

lklll

At the end of the week
323401458--104847/within the week

39%11%18%14%3%12%20%15%-%-%19%34%19%15%

*122134-82-5--24At least a week later
4%5%11%8%9%12%-%15%7%-%8%-%-%8%

a
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fed*c*b*aSignificance Level: 95%
282818322614214972307278309Unweighted total
2928659256149167623210326315Weighted total

As soon as possible -
1213122121575334244143143likely the following day
41%46%37%47%38%29%43%54%74%41%43%45%45%

hh

Within a few days of
109120815582174410*101receiving them
35%32%33%32%37%49%29%28%13%41%31%5%32%

d

At the end of the week
542133426*26424247/within the week

18%15%23%13%18%3%28%10%13%18%14%33%15%

a

222420113-5--4124At least a week later
6%8%7%8%7%19%-%8%-%-%12%18%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
443821818291309Unweighted total
324422522294315Weighted total

As soon as possible -
1924959134143likely the following day
61%54%42%41%46%45%

a

Within a few days of
618731092101receiving them

20%41%32%44%31%32%

c

At the end of the week
324024547/within the week
9%5%18%10%15%15%

b

3-1712324At least a week later
10%-%8%5%8%8%

b
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*c*baSignificance Level: 95%
301131666303--1--524279309Unweighted total
201131833312--*--316296315Weighted total

As soon as possible -
1354763140--*--310130143likely the following day
65%48%42%86%45%-%-%100%-%-%85%60%44%45%

a

Within a few days of
44255-101------497101receiving them

20%37%30%-%32%-%-%-%-%-%-%24%33%32%

At the end of the week
31233*47-----*24547/within the week

13%10%18%14%15%-%-%-%-%-%15%13%15%15%

*618-24------*2324At least a week later
2%5%10%-%8%-%-%-%-%-%-%3%8%8%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 109  (continuation)                                                                                                                                                  Page 2010

QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-3110159166618217493154309Unweighted total
-*-3*10152159548216687143315Weighted total

As soon as possible -
-*--*772843143784265143likely the following day
-%100%-%-%100%63%47%53%58%53%47%49%46%45%

Within a few days of
---3-249431623542846101receiving them
-%-%-%100%-%19%32%27%29%28%33%32%32%32%

At the end of the week
------272551127142647/within the week
-%-%-%-%-%-%18%16%10%13%16%16%18%15%

-----2572563524At least a week later
-%-%-%-%-%17%3%4%3%6%4%3%4%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*dcba*h*g*f*e*d*c*baSignificance Level: 95%
113385072----13276309Unweighted total
18344578----23374315Weighted total

As soon as possible -
16202229----21338143likely the following day

100%76%60%49%37%-%-%-%-%100%29%100%51%45%

a

Within a few days of
-271332-----2-21101receiving them
-%24%20%30%41%-%-%-%-%-%71%-%28%32%

c

At the end of the week
--7812-------1147/within the week
-%-%20%18%16%-%-%-%-%-%-%-%15%15%

---15-------524At least a week later
-%-%-%3%6%-%-%-%-%-%-%-%7%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
51693527425453-10262026309Unweighted total
61613727822754-7261930315Weighted total

As soon as possible -
3761412911231-591416143likely the following day

51%47%38%46%50%27%57%-%62%35%72%54%45%

Within a few days of
*5410928311-*859101receiving them
9%33%26%33%39%47%21%-%3%30%28%32%32%

At the end of the week
225741227-27-247/within the week

41%16%18%15%11%27%13%-%28%25%-%8%15%

-6717--5-*3-224At least a week later
-%4%19%6%-%-%9%-%7%11%-%6%8%

a
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cba*ba*b*a*b*aSignificance Level: 95%
-131454825572241611309Unweighted total
-111354328551221410315Weighted total

As soon as possible -
-762261231*862143likely the following day
-%58%46%60%43%58%19%38%41%23%45%

Within a few days of
-34314715-626101receiving them
-%24%32%32%27%28%-%29%16%58%32%

At the end of the week
-226347-64247/within the week
-%16%19%8%16%12%-%25%27%19%15%

-*5-41122-24At least a week later
-%3%4%-%15%2%81%8%16%-%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
19913163881511165251-117936309Unweighted total
*871255982137*184758-107234315Weighted total

As soon as possible -
*4359333961*62230-43323143likely the following day

100%49%48%56%48%45%100%35%47%51%-%38%46%66%45%

b

Within a few days of
-3041162846-81516-3247101receiving them
-%35%33%27%34%34%-%43%32%28%-%27%33%20%32%

At the end of the week
-111891124-469-213447/within the week
-%13%15%15%14%18%-%21%13%15%-%24%18%11%15%

-36135--43-13124At least a week later
-%3%5%2%4%4%-%-%8%6%-%11%4%3%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
1627101126910353040309Unweighted total
*62586117811372339315Weighted total

As soon as possible -
-324405421201520143likely the following day
-%49%74%77%46%46%30%12%53%65%52%45%

Within a few days of
-2-132384612412101receiving them
-%40%-%23%37%32%48%53%33%18%31%32%

At the end of the week
**1-11192444547/within the week

100%2%26%-%13%16%22%35%12%17%12%15%

-*--36--1-224At least a week later
-%9%-%-%3%5%-%-%3%-%5%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2524010226279265164295221262192258309Unweighted total
254417228169264158297216262182259315Weighted total

As soon as possible -
1181631061321267713710812593123143likely the following day

46%39%43%47%100%47%48%49%46%50%48%51%48%45%

Within a few days of
8117278-2387519671846084101receiving them
32%41%36%34%-%33%33%32%32%33%32%33%32%32%

At the end of the week
396136-33419402436233647/within the week
15%14%14%16%-%5%13%12%14%11%14%12%14%15%

c

172*8-10161124141671524At least a week later
7%6%7%4%-%15%6%7%8%6%6%4%6%8%

ab
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
147162244164743227374616352309Unweighted total
154161250164542233374814453315Weighted total

As soon as possible -
67761168201510622179*23143likely the following day
43%47%46%47%44%37%45%59%35%60%4%44%45%

Within a few days of
524981416167411152213101receiving them
34%30%32%26%34%38%32%30%30%13%48%24%32%

At the end of the week
222538246352102-1247/within the week
14%16%15%13%9%15%15%6%21%14%-%23%15%

131116264182722524At least a week later
8%7%6%13%13%10%8%5%14%13%49%9%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*d*c*b*a*d*c*baSignificance Level: 95%
17-349131579414535309Unweighted total
12-2167103518321315Weighted total

As soon as possible -
7-82442416*8143likely the following day

55%-%36%42%51%40%69%80%96%75%17%40%45%

Within a few days of
3-914311*218101receiving them

26%-%42%21%49%35%31%20%4%25%42%38%32%

At the end of the week
1-1--------*47/within the week
7%-%5%-%-%-%-%-%-%-%-%*%15%

1-32-2----1524At least a week later
11%-%17%38%-%25%-%-%-%-%40%22%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kji*h*g*f*ed*c*baSignificance Level: 95%
19293230211624206371434309Unweighted total
25453735241616134291736315Weighted total

As soon as possible -
826211376108192517143likely the following day

33%59%55%38%29%38%59%62%45%26%31%48%45%

Within a few days of
11118131385313-215101receiving them
43%25%22%37%54%47%28%25%31%-%10%41%32%

At the end of the week
64592112348347/within the week

24%8%13%26%10%4%6%13%7%47%46%9%15%

d

-44-221-722*24At least a week later
-%8%10%-%8%11%6%-%17%27%13%1%8%

ai
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
806710755309Unweighted total

107757262315Weighted total

As soon as possible -
55263725143likely the following day
51%35%51%40%45%

cc

Within a few days of
30332117101receiving them
28%44%29%27%32%

bd

At the end of the week
151261547/within the week
14%16%8%24%15%

b

748524At least a week later
7%5%11%8%8%
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QNQ4. You say you don't open everything on the day it was received. When would you normally open these items?
Base: All who don't open everything on the same day (QNQ3=2-4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

361027508124116123Always
6%11%9%6%7%9%11%11%9%6%6%

aaa

8413556411236196207Very often
16%9%11%12%9%14%15%19%12%10%10%

aaab

9121975137202413368388Sometimes
18%24%16%16%20%25%21%23%26%19%19%

aa

15531142197233415566588Not very often
30%11%27%31%28%28%28%24%30%29%29%

dddd

142340157239151311640655Never
29%45%35%34%35%19%13%15%21%33%33%

ebcde

N/A / Don't know / Can't
*-32541113438remember
*%-%3%*%1%5%13%8%3%2%2%

bababeab
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

667104361922710131015123Always
7%6%7%6%2%4%9%7%4%15%5%8%7%6%

iiiiciiacefhijklmii

1581217223231138149291213207Very often
17%8%11%10%14%14%6%12%8%14%10%11%6%10%

acegjlagagagagag

172421326193140503314702741388Sometimes
19%24%21%19%12%19%20%15%21%21%23%24%19%19%

fijiiiifii

272830503485460985016802968588Not very often
31%28%29%29%29%33%30%30%31%24%27%26%31%29%

23313057168466211153161003679655Never
26%31%30%33%41%28%31%34%33%24%34%31%36%33%

mdhklmmm

N/A / Don't know / Can't
1123453765*6*338remember
1%1%2%2%3%2%3%2%3%1%2%*%1%2%

m
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

101143391401163418464123Always
5%6%7%6%5%8%11%6%9%8%4%11%6%

behbhb

24183511568329448244142207Very often
12%10%11%10%11%20%6%8%13%8%8%5%10%

abcdefhe

503381032841473720974662510388Sometimes
24%19%23%18%19%26%35%16%24%13%14%26%19%

aabcebcdehbeb

49539134454229321616354176216588Not very often
24%30%30%29%30%23%28%28%28%36%35%41%29%

begdeg

6958712553124530102334616667655Never
33%33%28%34%32%22%17%40%24%35%38%17%33%

badfgadfghafgadfg

N/A / Don't know / Can't
5346321321145-3*38remember
2%2%1%2%2%1%2%2%3%-%1%1%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

38176811112123Always
9%6%5%9%6%6%

a

495410411196207Very often
11%19%8%9%10%10%

ac

936922326362388Sometimes
22%24%18%21%19%19%

a

1328836432557588Not very often
30%30%29%25%30%29%

1046046747609655Never
24%21%38%37%32%33%

bc

N/A / Don't know / Can't
17217*3838remember

4%1%1%*%2%2%

ab
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

3250413120----*32991123Always
11%6%5%9%6%-%-%-%-%3%11%11%5%6%

abai

53106485202---2-348154207Very often
17%13%5%12%10%-%-%-%68%-%9%18%9%10%

abaai

561681643385--**2152332388Sometimes
18%21%18%8%20%-%-%59%4%39%3%20%20%19%

cjcjcj

752592557581*--*1668513588Not very often
25%33%28%18%30%100%-%-%10%14%20%26%30%29%

acjj

8019238418637--***1762576655Never
26%24%42%47%32%-%-%41%9%3%57%23%34%33%

bcabibabib

N/A / Don't know / Can't
101514236---*2*72838remember

3%2%2%6%2%-%-%-%9%40%1%3%2%2%

aai
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

--*46573883643895386123Always
-%-%12%25%22%9%7%7%8%7%7%7%8%6%

abab

--*45131301575673152102140207Very often
-%-%5%21%19%24%12%13%13%12%12%15%13%10%

a

-2*6514258263107130285163267388Sometimes
-%52%3%33%19%27%23%22%25%21%23%23%25%19%

*212714357370122180384232333588Not very often
100%45%41%13%27%26%32%31%28%30%31%33%31%29%

de

-*1137283286107174297146249655Never
-%3%38%7%12%12%25%24%25%29%24%21%23%33%

bdabcfb

N/A / Don't know / Can't
----*113267101471338remember
-%-%-%-%1%1%1%2%2%2%1%1%1%2%

abc
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

318252221-----1*42123Always
32%10%9%7%5%-%-%-%-%-%16%*%7%6%

aa

341472735-----*171207Very often
26%23%16%9%8%-%-%-%-%-%2%11%12%10%

abcab

352597594*--*222124388Sometimes
27%30%21%25%21%22%-%-%100%35%27%20%21%19%

ac

24393104142*-*--13175588Not very often
16%25%33%35%32%24%-%30%-%-%21%29%30%29%

ddd

-195468154*-*-324164655Never
-%11%19%23%34%44%-%56%-%65%31%39%28%33%

ddbcd

N/A / Don't know / Can't
-2624*-*--*-1038remember
-%1%2%1%1%10%-%13%-%-%3%-%2%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

1881610811-31*713913123Always
2%8%6%6%7%-%8%2%9%8%6%6%6%

b

51462418327144*13261122207Very often
10%13%9%11%16%6%11%8%15%15%8%11%10%

abb

42813435437687*17273352388Sometimes
8%24%13%20%22%25%21%10%20%16%24%25%19%

bbc

2935578510567116314554661588Not very often
54%30%31%29%33%27%28%54%17%33%33%29%29%

addd

1228399555379128131424058655Never
23%24%39%32%22%37%31%26%37%25%29%28%33%

accc

N/A / Don't know / Can't
212434316-26*238remember
3%1%2%2%2%5%1%-%3%3%*%1%2%

b
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-108030162711895123Always
-%8%8%9%8%7%5%10%6%8%6%

-20129532844217204207Very often
-%16%13%16%14%11%12%10%14%6%10%

-372507634962432614388Sometimes
-%30%25%22%16%24%11%25%19%22%19%

ab

238304116651159564821588Not very often
100%31%30%34%31%29%49%32%35%34%29%

a

-1623461601154403418655Never
-%13%23%18%29%29%22%23%25%29%33%

ac

N/A / Don't know / Can't
-213446-21*38remember
-%1%1%1%2%1%-%1%1%1%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 110  (continuation)                                                                                                                                                  Page 2030

QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

25070345286-52425-45119123Always
42%7%8%8%8%8%-%5%6%6%-%4%9%7%6%

1861225297135*195052-168849207Very often
13%12%13%12%14%13%2%16%13%13%-%18%15%18%10%

21662271001612633228671-1913760388Sometimes
44%24%25%22%24%25%78%18%23%18%-%21%23%22%19%

a

*212283133214314*3797127-3619397588Not very often
1%31%31%30%32%30%6%30%26%32%-%40%32%35%29%

b

-171195124138236*32110111-1512749655Never
-%25%21%28%21%23%11%27%30%28%-%16%21%18%33%

ab

N/A / Don't know / Can't
-896511*549-25438remember
-%1%1%1%1%1%3%4%1%2%-%2%1%1%2%

b
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

*-11486735171217123Always
3%-%3%2%7%8%6%6%6%6%6%6%

221479115915362347207Very often
16%9%3%10%12%13%17%20%13%11%16%10%

b

22761692111016545373388Sometimes
14%13%46%17%25%24%19%21%20%26%25%19%

271172072551621925980588Not very often
13%38%4%46%30%30%32%27%34%29%27%29%

a

68761772011218715672655Never
54%41%43%17%26%23%23%24%26%27%25%33%

N/A / Don't know / Can't
---38102142238remember
-%-%-%9%1%1%4%1%1%1%1%2%

a
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

9815798-23110651118711387111123Always
6%6%13%6%-%6%6%6%6%6%6%7%6%6%

a

161283172-44187123204150193154187207Very often
10%11%6%11%-%11%11%12%11%11%11%12%11%10%

332437321-82356189376278361285359388Sometimes
21%17%14%20%-%21%20%18%20%20%21%22%21%19%

47469144643118531339574427526412516588Not very often
30%27%27%30%59%30%30%32%30%30%30%31%30%29%

48892214802115552329618450530353523655Never
31%36%40%31%41%29%31%31%32%32%30%27%30%33%

bbbb

N/A / Don't know / Can't
268*32-102815361930212838remember

2%3%*%2%-%2%2%1%2%1%2%2%2%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

5073102714188914312-32123Always
6%7%6%7%5%6%6%7%9%3%-%8%6%

a

811261708292315030369*42207Very often
9%12%10%8%11%7%10%16%10%10%1%11%10%

bbc

177211336163463288344917*54388Sometimes
20%19%21%16%13%20%20%18%14%19%1%14%19%

a

260328475347410542756109232114588Not very often
29%30%29%35%29%33%29%29%31%27%19%30%29%

31733850833103107487531213310129655Never
35%31%31%34%40%34%33%27%35%38%77%34%33%

ac

N/A / Don't know / Can't
221633*5329653*538remember

2%2%2%*%2%1%2%3%1%3%2%1%2%

c
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

4*73674237211123Always
5%2%7%7%12%9%20%5%9%10%9%7%6%

aac

7*1173111858117207Very often
10%2%10%15%6%13%3%16%14%12%4%11%10%

cbdbdb

16318131221711615335388Sometimes
23%17%16%28%25%25%32%22%16%22%18%23%19%

b

188341217234131018751588Not very often
25%54%30%26%33%28%21%26%30%26%39%33%29%

abdc

264391112185151020536655Never
36%24%35%23%24%23%22%31%29%29%29%24%33%

aa

N/A / Don't know / Can't
1-2**1***1-238remember
2%-%2%*%1%1%1%*%*%2%-%2%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

391311108641571124123Always
2%5%7%5%7%6%6%3%6%13%7%8%6%

elel

1491024122517222752022207Very often
11%5%5%12%8%16%14%18%10%9%13%8%10%

jkadhjkajkadhjkjjk

294525423421212453122259388Sometimes
22%25%13%20%24%14%18%20%20%21%14%21%19%

jbgjbgjjj

385361533444383475244787588Not very often
29%29%33%26%24%29%32%28%29%42%31%30%29%

hi

45617276504833388794989655Never
35%33%39%36%35%32%29%31%33%15%32%31%33%

cccfccccccc

N/A / Don't know / Can't
1652241-5-6738remember
1%3%2%1%2%3%1%-%2%-%4%2%2%

eeeee
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

25292643123Always
5%6%5%9%6%

bd

34616547207Very often
7%12%13%9%10%

dad

99989893388Sometimes
20%20%20%19%19%

152131147158588Not very often
30%26%29%32%29%

178173158146655Never
36%35%32%29%33%

a

N/A / Don't know / Can't
11861338remember

2%2%1%3%2%
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QNQ5. When you receive items of post how often do you reply via post on the same day?
Base: All

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

211491*1*25266am - 8.59am
4%1%1%1%1%2%1%5%1%1%1%

ababe

2732772473624871031105311029am - 11.59am
63%67%72%59%56%63%69%57%64%60%60%

ab

10121811717718151244446212pm - 2.59pm
23%25%17%28%27%23%12%27%24%25%25%

ccdddd

*1-108**-*24243pm - 5.59pm
*%2%-%2%1%1%1%-%1%1%1%

*-133****886pm - 5.59am
1%-%1%1%1%*%1%*%*%*%*%

42940878224206214Don't know
9%4%8%10%13%11%17%11%9%12%12%

db
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

33*20453-*-133266am - 8.59am
3%4%1%1%2%4%2%-%*%-%*%3%2%1%

cefjkcefjkfcefjkfff

465765934749010218671391546415311029am - 11.59am
55%61%67%60%49%62%56%65%50%60%57%58%74%60%

eicegijmeiieimbcdefgh

ijlm

27192339348315773442064233246212pm - 2.59pm
32%21%23%25%32%21%32%25%31%32%23%21%15%25%

abchjklaaalaklaalaa

2421641322-121243pm - 5.59pm
2%4%2%1%3%1%2%1%1%-%*%2%1%1%

acfjc

***71--3111--86pm - 5.59am
*%*%*%*%1%-%-%1%1%1%*%-%-%*%

69719220181524234511817214Don't know
8%10%7%12%13%12%9%8%17%7%19%17%8%12%

kmkafgklmafkmadfgjkl

m
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

423101614-352-1*266am - 8.59am
2%1%3%1%2%-%6%1%1%-%1%1%1%

abdegh

114988242859432803031811926781711029am - 11.59am
62%60%58%61%60%58%54%62%64%55%55%47%60%

aaab

4641612833416540181284413381746212pm - 2.59pm
25%25%31%24%23%29%32%25%24%28%27%44%25%

abdegh

*2452092-46-21243pm - 5.59pm
*%1%1%1%1%2%-%1%3%-%1%3%1%

eh

-8352**1121*86pm - 5.59am
-%*%1%*%*%*%1%*%1%5%1%*%*%

bdegh

20195281869515457146222214Don't know
11%12%7%13%13%11%8%11%7%13%16%5%12%

bdad
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

9413323266am - 8.59am
2%1%1%3%1%1%

24414769864103711029am - 11.59am
63%54%60%56%60%60%

bb

91752893243046212pm - 2.59pm
24%28%25%28%25%25%

3615124243pm - 5.59pm
1%2%1%1%1%1%

c

*16*886pm - 5.59am
*%*%1%*%*%*%

403713215200214Don't know
10%14%11%13%12%12%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

41012*26-----*422266am - 8.59am
2%1%1%*%1%-%-%-%-%-%*%2%1%1%

187423493271074*-1242015991511029am - 11.59am
70%59%58%86%60%100%-%100%95%98%82%67%58%60%

ababiabiai

581872173460---**25640446212pm - 2.59pm
22%26%25%8%25%-%-%-%5%2%9%24%26%25%

cjcjcj

2912223-----2122243pm - 5.59pm
1%1%1%5%1%-%-%-%-%-%7%*%1%1%

abiabi

133-8------1686pm - 5.59am
1%*%*%-%*%-%-%-%-%-%-%1%*%*%

1684115*214-----*15199214Don't know
6%12%13%1%12%-%-%-%-%-%1%6%13%12%

ccbcjbcj

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 111  (continuation)                                                                                                                                                  Page 2042

QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

----*2121810514714266am - 8.59am
-%-%-%-%*%4%1%2%2%1%1%1%1%1%

abcd

*218154063264825032669940863211029am - 11.59am
100%48%21%47%67%78%59%59%61%61%60%61%60%60%

a

-2264229430110014131217627146212pm - 2.59pm
-%52%79%38%18%5%27%28%24%27%27%26%26%25%

bb

-----2161314181115243pm - 5.59pm
-%-%-%-%-%4%1%1%*%1%1%2%1%1%

eee

---*--561353486pm - 5.59am
-%-%-%2%-%-%*%1%*%1%*%*%*%*%

---235115108505212567113214Don't know
-%-%-%13%15%9%11%10%12%10%11%10%11%12%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-4425-------5266am - 8.59am
-%2%1%1%1%-%-%-%-%-%-%-%1%1%

7113175168237*-*-46830811029am - 11.59am
60%65%64%60%55%78%-%100%-%66%86%88%60%60%

aa

3446572128*--*21113746212pm - 2.59pm
23%25%24%25%30%22%-%-%100%34%14%12%27%25%

-2*88-------4243pm - 5.59pm
-%1%*%3%2%-%-%-%-%-%-%-%1%1%

cc

-*112-------386pm - 5.59am
-%*%*%*%1%-%-%-%-%-%-%-%1%*%

211283153-------52214Don't know
17%6%10%11%12%-%-%-%-%-%-%-%10%12%

dd
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-141251-4-*221266am - 8.59am
-%1%1%1%1%-%1%-%*%1%2%*%1%

66936110419412217253906811211029am - 11.59am
97%59%66%60%58%52%63%57%72%62%57%59%60%

ab

*310194434588811236345846212pm - 2.59pm
1%27%20%25%27%36%26%39%16%25%29%30%25%

dd

-18*241-4-3-*1243pm - 5.59pm
-%2%*%1%*%-%1%-%5%-%*%*%1%

abc

-5-81*2-*-2186pm - 5.59am
-%*%-%*%1%*%1%-%*%-%2%1%*%

*1251120320329*5161218214Don't know
2%11%12%12%13%12%8%4%7%11%10%10%12%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-313214-211266am - 8.59am
-%2%1%1%1%1%-%1%1%1%1%

a

-675861977824812106753211029am - 11.59am
-%59%60%61%60%62%76%60%62%53%60%

-292498539103150332346212pm - 2.59pm
-%26%26%26%30%26%8%28%27%37%25%

-2145-4-2*2243pm - 5.59pm
-%2%1%1%-%1%-%1%*%3%1%

-142*3-**-86pm - 5.59am
-%1%*%1%*%1%-%*%*%-%*%

-11111341240216124214Don't know
-%9%11%10%9%10%16%9%10%6%12%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-785714-*15-271266am - 8.59am
-%1%1%1%1%1%-%*%*%1%-%3%1%*%1%

a

3439529274405630355213190-4934215711029am - 11.59am
65%63%58%61%61%60%58%53%64%57%-%61%59%59%60%

aac

*16024711517426822178101-121477346212pm - 2.59pm
2%23%27%26%26%26%39%20%23%30%-%15%25%28%25%

bbccc

-71641115-444-2117243pm - 5.59pm
-%1%2%1%2%1%-%4%1%1%-%2%2%3%1%

a

144334-133-13386pm - 5.59am
20%1%*%1%*%*%-%1%1%1%-%1%1%1%*%

1761024667113*223632-146524214Don't know
13%11%11%10%10%11%3%22%11%9%-%18%11%9%12%

abab
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

---177**313266am - 8.59am
-%-%-%3%1%1%1%*%1%1%1%1%

912527433498283713711416411029am - 11.59am
81%65%33%75%63%58%55%54%56%60%60%60%

a

-44716423081372527146212pm - 2.59pm
-%21%25%19%24%27%16%18%29%27%26%25%

dee

---*71542444243pm - 5.59pm
-%-%-%*%1%2%7%3%2%2%2%1%

abc

---134**3*386pm - 5.59am
-%-%-%3%*%*%*%*%1%*%1%*%

237*741061016252029214Don't know
19%14%42%1%11%12%21%24%10%10%10%12%

abcabc
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

251322-12182515221722266am - 8.59am
2%*%6%1%-%*%1%1%1%1%1%1%1%1%

a

959143259873218974573106277796773595111029am - 11.59am
61%55%47%63%95%61%60%60%60%60%60%61%60%60%

b

3877516378-7641524244132641530240946212pm - 2.59pm
24%29%31%24%-%22%26%25%25%25%26%25%26%25%

205314-521142215211621243pm - 5.59pm
1%2%5%1%-%1%1%2%1%1%1%1%1%1%

a

61*5-3868787786pm - 5.59am
*%1%1%*%-%1%*%1%*%1%*%1%*%*%

183326159*52183107203149180138178214Don't know
12%12%11%10%5%15%11%11%12%12%11%11%11%12%

b
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

151125*161813*-3266am - 8.59am
2%1%2%*%1%2%1%1%1%*%-%1%1%

5026009135312616981111113439415111029am - 11.59am
60%60%59%70%68%58%60%66%61%73%63%63%60%

cc

20026240417388034436601126446212pm - 2.59pm
24%26%26%23%20%27%25%21%27%21%34%27%25%

71820-4123-2--2243pm - 5.59pm
1%2%1%-%2%*%2%-%1%-%-%1%1%

a

538--161*---86pm - 5.59am
1%*%1%-%-%*%*%1%*%-%-%-%*%

1081061895183515819223*21214Don't know
13%11%12%7%10%12%12%11%10%6%2%9%12%
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

-1*411****14266am - 8.59am
-%7%*%8%2%2%*%*%*%*%11%2%1%

bdbdacd

398622328491530174158111029am - 11.59am
55%54%60%55%61%60%78%62%60%63%46%57%60%

cdb

224201281921481933546212pm - 2.59pm
31%25%19%28%17%23%10%28%28%28%22%25%25%

bbbd

1-1*-1-----1243pm - 5.59pm
2%-%1%1%-%2%-%-%-%-%-%1%1%

222*23*212*586pm - 5.59am
3%14%2%*%5%4%2%5%5%4%3%3%*%

abd

6*173772223217214Don't know
9%*%17%8%15%9%11%4%8%5%19%12%12%

acdacc
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

11321*336-*7266am - 8.59am
1%*%2%1%1%*%3%3%2%-%*%2%1%

g

7010310011589776468137297317711029am - 11.59am
59%63%60%60%66%57%60%58%56%58%54%65%60%

bdbd

29354037244728386116436546212pm - 2.59pm
24%21%24%19%18%35%26%32%25%32%32%24%25%

adhijkahikhi

12-522213*24243pm - 5.59pm
1%1%-%3%2%2%2%1%1%1%1%2%1%

j

-------17---86pm - 5.59am
-%-%-%-%-%-%-%1%3%-%-%-%*%

afgijk

182425331891053051720214Don't know
16%14%15%17%14%7%9%5%12%9%13%7%12%

aegaegaegaefgaegaege
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

43127266am - 8.59am
1%1%3%2%1%

cd

27228026928011029am - 11.59am
61%61%58%61%60%

10410712712446212pm - 2.59pm
23%23%27%27%25%

3966243pm - 5.59pm
1%2%1%1%1%

--8-86pm - 5.59am
-%-%2%-%*%

acd

67604542214Don't know
15%13%10%9%12%

ab
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QRM1. At what time do you usually receive your Royal Mail delivery at your premises?
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

*-4-61-**1314Very Dissatisfied
1%-%4%-%1%1%-%2%*%1%1%

abb

*233162**13739Fairly Dissatisfied
*%4%3%1%2%2%1%2%3%2%2%

bebb

Neither Satisfied Nor
431352828224204212Dissatisfied

10%7%12%12%13%10%18%10%9%12%12%

be

101341166255304719653683Fairly Satisfied
24%27%39%40%40%39%36%39%39%37%37%

edede

283045199286375824847883Very Satisfied
65%62%43%47%44%48%45%48%49%48%48%

abcabc

Don't Know (DO NOT READ
---------66OUT)
-%-%-%-%-%-%-%-%-%*%*%

384387365542668154215001566NET: Satisfied
89%89%81%87%84%87%81%87%88%85%85%

d

*273222*125153NET: Dissatisfied
1%4%7%1%3%3%1%3%3%3%3%

bbeb

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 112                                                                                                                                                                  Page 2054

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

-*1122221--4*214Very Dissatisfied
-%1%1%1%1%2%1%*%-%-%1%*%1%1%

m

*323436472142539Fairly Dissatisfied
1%3%2%2%2%4%2%2%1%2%2%2%2%2%

mm

Neither Satisfied Nor
611121822920122917*441614212Dissatisfied
8%12%13%12%19%14%7%10%12%*%16%14%7%12%

ddadmdadfgjlmadmddadfgjmd

28312459947578010950241074581683Fairly Satisfied
34%33%25%38%31%39%44%38%35%37%39%41%39%37%

kkkkiklmkkkkk

494759729706183141723711446105883Very Satisfied
58%51%60%47%47%42%46%49%51%58%42%41%51%48%

bcfghijcbcfghijlbch

Don't Know (DO NOT READ
---6---2-2-2-6OUT)
-%-%-%*%-%-%-%1%-%3%-%2%-%*%

acgijklmcklm

777883132911711816325012261221911861566NET: Satisfied
92%84%84%85%78%80%90%87%86%95%81%82%90%85%

bchijklichiibchijklchi

*334659682182653NET: Dissatisfied
1%4%3%3%3%6%3%3%1%2%3%2%3%3%

mmmmemmmm
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

-142129-*2**2-14Very Dissatisfied
-%1%*%1%1%-%1%*%*%1%1%-%1%

634930164-106-4*39Fairly Dissatisfied
3%2%2%2%2%3%-%2%3%-%3%1%2%

Neither Satisfied Nor
13199401729021450265151212Dissatisfied

7%12%10%12%13%15%7%10%14%12%10%3%12%

baaa

62621156526257582319064146015683Fairly Satisfied
34%38%38%37%36%43%42%37%34%29%41%41%37%

103781208676341542826090276420883Very Satisfied
56%47%50%48%48%39%50%51%48%58%44%55%48%

aggg

Don't Know (DO NOT READ
-6245--1----6OUT)
-%*%*%*%1%-%-%*%-%-%-%-%*%

165140136412025981125145015341123361566NET: Satisfied
90%85%87%85%83%82%92%88%83%87%86%96%85%

adghhbdgh

6471142244*126*6*53NET: Dissatisfied
3%3%3%3%3%3%1%2%3%1%4%1%3%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

65321214Very Dissatisfied
2%2%*%2%1%1%

aa

8923*3939Fairly Dissatisfied
2%3%2%*%2%2%

Neither Satisfied Nor
38411234208212Dissatisfied
10%15%11%4%12%12%

acb

16211840038644683Fairly Satisfied
42%43%35%33%37%37%

aa

1749760170813883Very Satisfied
45%36%52%61%47%48%

bbca

Don't Know (DO NOT READ
--4-66OUT)
-%-%*%-%*%*%

336215100110914571566NET: Satisfied
87%79%87%94%85%85%

bba

14142525153NET: Dissatisfied
3%5%2%2%3%3%

a
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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 using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

922212-----27514Very Dissatisfied
3%*%*%5%1%-%-%-%-%-%7%3%*%1%

abaiaiai

71715138-----163239Fairly Dissatisfied
3%2%2%3%2%-%-%-%-%-%4%3%2%2%

Neither Satisfied Nor
2987962210-----227183212Dissatisfied
11%12%11%5%12%-%-%-%-%-%6%12%12%12%

10927430119664*-*241290574683Fairly Satisfied
40%38%35%58%37%100%-%59%89%90%49%38%37%37%

abi

1153354349874--***8106769883Very Satisfied
43%47%51%29%48%-%-%41%11%10%34%45%49%48%

ccjjcj

Don't Know (DO NOT READ
-24-6-------66OUT)
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

224608734281538*-1242119613431566NET: Satisfied
83%85%86%87%85%100%-%100%100%100%83%83%86%85%

161918350-----3133753NET: Dissatisfied
6%3%2%8%3%-%-%-%-%-%11%6%2%3%

abaiaiai
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2---28109911111114Very Dissatisfied
-%50%-%-%-%3%1%1%2%2%1%2%1%1%

aacf

----3*212071224102239Fairly Dissatisfied
-%-%-%-%12%*%2%2%2%2%2%1%2%2%

ab

Neither Satisfied Nor
--1135120127456313172118212Dissatisfied
-%-%43%8%14%11%11%12%11%12%11%11%11%12%

**17818415424162220450270403683Fairly Satisfied
100%3%52%42%35%36%39%39%39%41%38%40%38%37%

-2*8926509512190228555310495883Very Satisfied
-%48%5%50%39%50%47%47%46%43%47%46%47%48%

d

Don't Know (DO NOT READ
-------------6OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

*2215174492493635144810065808981566NET: Satisfied
100%50%57%92%74%86%86%86%85%84%86%86%86%85%

c

-2--322829162135213453NET: Dissatisfied
-%50%-%-%12%4%3%3%4%4%3%3%3%3%

ab
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-63-2----2-2514Very Dissatisfied
-%3%1%-%*%-%-%-%-%31%-%20%1%1%

abcb

-15810-----1-1139Fairly Dissatisfied
-%1%2%3%2%-%-%-%-%-%14%-%2%2%

d

Neither Satisfied Nor
*19303546-----*-63212Dissatisfied
2%11%11%13%11%-%-%-%-%-%4%-%12%12%

26898122160*-**425209683Fairly Satisfied
18%40%36%43%37%90%-%87%100%69%29%48%41%37%

c

979137117213*-*-*43222883Very Satisfied
80%45%50%42%49%10%-%13%-%1%53%32%43%48%

bb

Don't Know (DO NOT READ
-------------6OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%*%

111472352383731-**4584311566NET: Satisfied
98%85%86%85%86%100%-%100%100%69%82%80%84%85%

-78812----2121753NET: Dissatisfied
-%4%3%3%3%-%-%-%-%31%14%20%3%3%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-112122-6-33-214Very Dissatisfied
-%1%2%1%1%-%2%-%5%2%-%1%1%

ab

-244354-9-425239Fairly Dissatisfied
-%2%4%2%2%-%3%-%5%2%4%1%2%

a

Neither Satisfied Nor
11311219916640*7201619212Dissatisfied

10%11%13%11%10%26%12%3%10%14%14%10%12%

ac

145033650609151225624485683Fairly Satisfied
9%39%35%37%37%38%44%57%34%43%37%45%37%

554943841798138133575383883Very Satisfied
81%47%46%48%49%36%40%39%46%40%45%43%48%

a

Don't Know (DO NOT READ
---6--------6OUT)
-%-%-%*%-%-%-%-%-%-%-%-%*%

699975149113917289359119981681566NET: Satisfied
90%86%81%86%86%74%84%97%80%83%82%88%85%

-355486-15-755453NET: Dissatisfied
-%3%6%3%4%-%4%-%10%4%4%2%3%

ac
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-*11227-32114Very Dissatisfied
-%*%1%1%1%2%-%2%1%2%1%

-320739-43239Fairly Dissatisfied
-%3%2%2%2%2%-%2%2%4%2%

Neither Satisfied Nor
-14113361647417158212Dissatisfied
-%12%12%11%12%12%29%10%12%12%12%

-50375124531671814830683Fairly Satisfied
-%43%38%38%41%42%7%46%39%49%37%

-474571565617210725521883Very Satisfied
-%41%47%48%43%43%64%41%45%33%48%

Don't Know (DO NOT READ
----------6OUT)
-%-%-%-%-%-%-%-%-%-%*%

-9783228010933911153103511566NET: Satisfied
-%85%85%86%84%84%71%87%84%82%85%

-4329517-64353NET: Dissatisfied
-%3%3%3%3%4%-%4%3%5%3%
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-9571111-255--11214Very Dissatisfied
-%1%1%2%2%1%-%2%1%1%-%-%2%1%1%

-1318111022-488-29339Fairly Dissatisfied
-%2%2%3%1%2%-%4%2%2%-%2%2%1%2%

Neither Satisfied Nor
*671035472118-142950-116433212Dissatisfied
1%10%11%12%11%11%-%13%9%15%-%14%11%12%12%

b

1290339187268401449158130-31230117683Fairly Satisfied
28%42%37%42%40%38%95%48%47%39%-%39%40%44%37%

aaa

4313442189308492*34136141-36262111883Very Satisfied
71%45%49%42%46%47%5%33%40%42%-%45%46%42%48%

cc

Don't Know (DO NOT READ
--------------6OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%*%

5603780376575893483294271-674922281566NET: Satisfied
99%87%86%84%86%86%100%81%88%81%-%84%85%86%85%

ac

-2224182134-61313-220453NET: Dissatisfied
-%3%3%4%3%3%-%6%4%4%-%2%3%2%3%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

2221952253314Very Dissatisfied
16%9%11%3%1%1%4%3%2%2%1%1%

-*-*14183383739Fairly Dissatisfied
-%3%-%1%2%2%6%4%3%1%2%2%

b

Neither Satisfied Nor
*643661001113332932212Dissatisfied
3%33%23%7%10%12%23%19%13%15%12%12%

aca

6721629333022349482123683Fairly Satisfied
49%39%16%43%43%38%44%50%39%43%45%37%

ac

43817307407121610475109883Very Satisfied
33%16%50%46%45%47%24%24%43%39%40%48%

dedede

Don't Know (DO NOT READ
-----------6OUT)
-%-%-%-%-%-%-%-%-%-%-%*%

911113360073734511981562321566NET: Satisfied
81%56%66%89%87%86%68%74%81%82%85%85%

eede

22212323551351053NET: Dissatisfied
16%11%11%4%3%3%9%7%5%3%4%3%

abb
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

8614--1106141214121414Very Dissatisfied
1%2%26%-%-%*%1%1%1%1%1%1%1%1%

ba

192039--93316392535293539Fairly Dissatisfied
1%8%74%-%-%3%2%2%2%2%2%2%2%2%

ba

Neither Satisfied Nor
13973--*53177117202146176132175212Dissatisfied

9%28%-%-%5%15%11%12%11%11%11%11%11%12%

bb

577106-683-137620370667494609472599683Fairly Satisfied
36%41%-%44%-%39%38%39%38%38%38%39%38%37%

b

83252-8833154780441839612778569762883Very Satisfied
53%20%-%56%95%43%48%46%48%47%48%47%48%48%

ab

Don't Know (DO NOT READ
6-----2-1-2-26OUT)
*%-%-%-%-%-%*%-%*%-%*%-%*%*%

1408158-156632911401811150611061387104113621566NET: Satisfied
89%62%-%100%95%82%86%85%85%86%86%86%86%85%

abc

272653--114322533749414953NET: Dissatisfied
2%10%100%-%-%3%3%2%3%3%3%3%3%3%

ba
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

31192328412-314Very Dissatisfied
*%1%1%2%2%1%1%2%*%3%-%1%1%

bcbc

1822254101217108-*639Fairly Dissatisfied
2%2%2%6%5%4%1%6%3%-%4%3%2%

ccbb

Neither Satisfied Nor
9112117383031150312510*29212Dissatisfied
11%12%11%11%16%11%11%18%11%18%6%12%12%

cbc

29139256835711194946592242100683Fairly Satisfied
35%39%36%46%38%41%36%38%42%44%35%42%37%

b

43444978026731276905996194102883Very Satisfied
52%45%50%35%39%43%51%35%43%35%55%42%48%

aabaac

Don't Know (DO NOT READ
-64--22-----6OUT)
-%1%*%-%-%1%*%-%-%-%-%-%*%

b

72684113486114424611841241884262021566NET: Satisfied
87%84%86%81%77%84%87%73%85%79%91%84%85%

aaa

20333461314251492*953NET: Dissatisfied
2%3%2%8%7%5%2%8%4%3%4%4%3%

ccbb
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

-**--*******14Very Dissatisfied
-%*%*%-%-%*%2%1%1%*%3%*%1%

a

2-31121123*439Fairly Dissatisfied
3%-%3%3%3%3%5%3%7%5%*%3%2%

Neither Satisfied Nor
831846102445321212Dissatisfied

11%22%17%9%12%13%12%8%16%8%29%15%12%

aacacc

25335171523618725250683Fairly Satisfied
35%23%34%40%32%29%30%37%25%38%15%35%37%

bdb

3484721244410251432668883Very Satisfied
49%54%45%49%53%54%51%52%51%49%53%48%48%

Don't Know (DO NOT READ
1-----------6OUT)
2%-%-%-%-%-%-%-%-%-%-%-%*%

5911823739671543215781181566NET: Satisfied
84%77%79%88%85%84%81%88%76%87%68%82%85%

bdb

2*31131224*453NET: Dissatisfied
3%*%3%3%3%3%7%4%8%5%3%3%3%

a
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

-462-*1-*--*14Very Dissatisfied
-%3%3%1%-%*%1%-%*%-%-%*%1%

adeabdeghl

224324367*2339Fairly Dissatisfied
2%1%2%1%2%3%3%5%3%1%2%1%2%

aik

Neither Satisfied Nor
1517232214101473431834212Dissatisfied
12%10%14%11%10%7%13%6%14%7%14%12%12%

eegee

535458775858383985214399683Fairly Satisfied
45%33%34%40%44%43%36%33%35%41%31%36%37%

bdekb

48867788596250641162671136883Very Satisfied
41%53%46%46%44%45%47%55%47%51%52%50%48%

l

Don't Know (DO NOT READ
-----21-1-2-6OUT)
-%-%-%-%-%1%1%-%*%-%1%-%*%

aa

10214013516511811988103201471142351566NET: Satisfied
86%86%81%86%88%88%82%88%82%92%84%86%85%

jj

269524468*2453NET: Dissatisfied
2%4%6%2%2%3%4%5%3%1%2%1%3%

aa
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

1021*14Very Dissatisfied
2%1%*%*%1%

abc

8916639Fairly Dissatisfied
2%2%4%1%2%

a

Neither Satisfied Nor
55455656212Dissatisfied
12%10%12%12%12%

165193162163683Fairly Satisfied
37%42%35%35%37%

ab

212209230233883Very Satisfied
47%45%49%51%48%

Don't Know (DO NOT READ
-2226OUT)
-%*%*%*%*%

3774023913961566NET: Satisfied
84%87%84%86%85%

181118653NET: Dissatisfied
4%2%4%1%3%

aa
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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 using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

1288212*114950Very Dissatisfied
2%4%8%2%3%2%4%3%2%3%3%

abe

13518334*137781Fairly Dissatisfied
3%6%4%4%5%5%4%4%5%4%4%

Neither Satisfied Nor
6714659310235251261Dissatisfied

15%14%13%15%14%13%19%15%11%14%14%

b

9945157214263617599625Fairly Satisfied
20%19%42%37%33%34%30%34%35%34%34%

dedede

262834164271334822752786Very Satisfied
60%57%32%39%42%44%37%43%45%43%43%

abcabcc

Don't Know (DO NOT READ
--181521*13234OUT)
-%-%1%2%2%2%6%1%2%2%2%

abce

353778321485597143913521411NET: Satisfied
80%76%73%76%75%78%67%77%80%77%77%

ddd

251326545113126131NET: Dissatisfied
5%10%12%6%8%7%8%7%7%7%7%

be
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

-214772796242850Very Dissatisfied
-%2%1%3%4%2%4%3%4%4%1%2%4%3%

mmmmmmmmmm

2466812571276112581Fairly Dissatisfied
2%5%6%4%8%4%4%4%5%10%4%2%2%4%

amamabjm

Neither Satisfied Nor
10141522218262847812452516261Dissatisfied
12%15%15%14%12%17%15%16%5%18%16%22%8%14%

eaeaeaeaeaeaeaeaeaeijm

252727546495157106558953391625Fairly Satisfied
30%29%28%35%33%35%32%37%39%13%35%30%44%34%

ddddkddddkdklddbdgijkl

m

45444764963607511362341094785786Very Satisfied
53%48%48%42%41%41%42%39%44%53%40%43%41%43%

acfghijfjfj

Don't Know (DO NOT READ
2113032613292234OUT)
2%1%1%2%2%1%3%1%2%3%3%2%1%2%

flfkl

707175119511211113221911742205801761411NET: Satisfied
84%77%76%76%74%76%73%76%83%66%75%73%85%77%

bcdfgijkdgbcdfghi

jkl

278115198152114914412131NET: Dissatisfied
2%7%8%7%12%5%8%7%10%14%5%3%6%7%

mmmabchjmmmmbchm
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

248644148-175*6-50Very Dissatisfied
1%3%1%3%2%6%-%3%3%1%4%-%3%

bfh

47728522494171427481Fairly Dissatisfied
2%5%7%4%3%6%6%3%8%5%5%9%4%

aeheh

Neither Satisfied Nor
262356219911813765266214261Dissatisfied
14%14%15%14%16%10%13%13%14%14%15%12%14%

eg

5956712949724354161825775313625Fairly Satisfied
32%34%31%35%34%40%30%36%31%15%37%34%34%

ccccccc

89696187598295522823079275717786Very Satisfied
49%42%45%42%41%38%50%45%42%58%40%45%43%

abdgh

Don't Know (DO NOT READ
43043023**154*-34OUT)
2%2%1%2%3%*%1%*%3%8%*%-%2%

begbeabefg

148126331610955371064441213534110291411NET: Satisfied
81%76%76%77%75%78%80%80%73%72%77%79%77%

dh

612535963817435193134131NET: Dissatisfied
3%8%8%7%5%12%6%7%10%6%9%9%7%

behh
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

201020*5050Very Dissatisfied
5%4%2%*%3%3%

aa

82447*8181Fairly Dissatisfied
2%9%4%*%5%4%

accb

Neither Satisfied Nor
464915714247261Dissatisfied
12%18%14%12%14%14%

ac

1419039036590625Fairly Satisfied
36%33%34%31%34%34%

1699351363723786Very Satisfied
44%34%45%55%42%43%

bba

Don't Know (DO NOT READ
432623134OUT)
1%1%2%2%2%2%

3101849039913121411NET: Satisfied
80%68%78%86%76%77%

bba

283467*131131NET: Dissatisfied
7%13%6%*%8%7%

acb
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

171617347-----3143350Very Dissatisfied
6%2%2%10%3%-%-%-%-%-%13%6%2%3%

abaiabiai

93636*80-----*87281Fairly Dissatisfied
3%5%4%2%4%-%-%-%-%-%2%3%5%4%

Neither Satisfied Nor
341101175255---2*328227261Dissatisfied
13%15%14%17%14%-%-%-%89%4%13%12%14%14%

10223329112613*-*-4889524625Fairly Satisfied
38%33%34%39%34%100%-%59%-%90%33%38%33%34%

b

10531236910775--***1095681786Very Satisfied
39%44%43%33%43%-%-%41%11%6%39%40%43%43%

Don't Know (DO NOT READ
21021-34------23134OUT)
1%1%3%-%2%-%-%-%-%-%-%1%2%2%

c

207545660231388*-1*41818412041411NET: Satisfied
77%76%77%71%77%100%-%100%11%96%72%78%77%77%

2652544127-----422105131NET: Dissatisfied
10%7%6%12%7%-%-%-%-%-%15%9%7%7%

aai
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2-*442833202537253450Very Dissatisfied
-%50%-%1%15%7%3%3%5%5%3%4%3%3%

aaf

---**35957142863345881Fairly Dissatisfied
-%-%-%2%1%6%6%5%3%5%5%5%5%4%

Neither Satisfied Nor
--2545145137557016189139261Dissatisfied
-%-%81%28%18%10%13%13%13%13%14%13%13%14%

***6617386389148195415237382625Fairly Satisfied
100%3%2%33%27%32%36%36%36%37%35%35%36%34%

-2*5922440460166208479278420786Very Satisfied
-%48%18%29%39%43%41%42%40%39%41%41%40%43%

Don't Know (DO NOT READ
---1-115181071791734OUT)
-%-%-%6%-%1%1%2%2%1%1%1%2%2%

*211015398268493144038945158021411NET: Satisfied
100%50%19%63%66%76%77%78%76%76%76%77%76%77%

-2-147879034531005992131NET: Dissatisfied
-%50%-%3%16%13%8%8%8%10%9%9%9%7%
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

*131455----2-22150Very Dissatisfied
2%8%5%2%1%-%-%-%-%31%-%20%4%3%

abab

-7131429-------2881Fairly Dissatisfied
-%4%5%5%7%-%-%-%-%-%-%-%5%4%

Neither Satisfied Nor
*20295161*--*22*66261Dissatisfied
1%11%11%18%14%22%-%-%100%34%30%1%13%14%

cd

4709099152*-*-2*5187625Fairly Satisfied
38%40%33%35%35%68%-%87%-%35%6%55%37%34%

c

662127106176*-*-*42202786Very Satisfied
59%36%47%38%41%10%-%13%-%1%65%25%39%43%

bd

Don't Know (DO NOT READ
-1169-------734OUT)
-%1%*%2%2%-%-%-%-%-%-%-%1%2%

cc

11132217205328*-*-2573891411NET: Satisfied
97%76%79%73%76%78%-%100%-%35%70%80%76%77%

b

*20271934----2-249131NET: Dissatisfied
2%12%10%7%8%-%-%-%-%31%-%20%10%7%

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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-375454-20-6125250Very Dissatisfied
-%3%5%3%3%-%6%-%8%8%4%1%3%

caa

-6357510315-2761281Fairly Dissatisfied
-%5%6%4%6%11%4%-%3%5%5%6%4%

Neither Satisfied Nor
21591025021346*8221821261Dissatisfied

41%14%11%14%13%14%13%10%11%15%16%11%14%

241333593608127230454373625Fairly Satisfied
39%35%35%34%37%33%37%59%41%31%36%38%34%

1477377496610130127574678786Very Satisfied
21%41%40%43%41%43%38%31%37%39%39%41%43%

Don't Know (DO NOT READ
-173311-6--2*434OUT)
-%1%3%2%*%-%2%-%-%2%*%2%2%

489070134112618257357102891511411NET: Satisfied
59%76%75%77%78%75%75%90%78%70%75%79%77%

c

-1001012115335-9191114131NET: Dissatisfied
-%9%11%7%9%11%10%-%12%13%9%8%7%
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-23311618-136650Very Dissatisfied
-%2%3%3%5%5%-%7%5%10%3%

-115621523-64381Fairly Dissatisfied
-%10%6%7%4%6%-%4%4%5%4%

b

Neither Satisfied Nor
-19132452346623217261Dissatisfied
-%17%14%14%18%12%42%13%17%11%14%

a

-38344123501451684322625Fairly Satisfied
-%33%35%38%39%36%7%39%35%36%34%

-40395120411677624324786Very Satisfied
-%35%40%37%32%42%48%35%35%38%43%

b

Don't Know (DO NOT READ
-417542*44-34OUT)
-%3%2%2%3%1%3%2%3%-%2%

a

-7873924392312913186461411NET: Satisfied
-%68%76%75%70%78%55%74%70%74%77%

c

-1389321141-20119131NET: Dissatisfied
-%12%9%10%9%10%-%11%9%15%7%
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-2330192534-41118-3231150Very Dissatisfied
-%3%3%4%4%3%-%4%3%5%-%4%4%4%3%

13555263458*71820-5292281Fairly Dissatisfied
20%5%6%6%5%6%3%7%5%6%-%6%5%8%4%

b

Neither Satisfied Nor
*10611758881392184648-178138261Dissatisfied
2%15%13%13%13%13%39%18%14%14%-%22%14%14%14%

ab

2253324162236380242132117-2219498625Fairly Satisfied
38%36%36%36%35%36%56%40%39%35%-%28%34%37%34%

2266369180276417*29125126-2823894786Very Satisfied
40%38%41%40%41%40%2%29%37%38%-%35%41%35%43%

cca

Don't Know (DO NOT READ
-9123917-236-49234OUT)
-%1%1%1%1%2%-%2%1%2%-%5%2%1%2%

ab

4519692342512797371257243-504321921411NET: Satisfied
77%75%76%76%77%76%58%69%77%73%-%63%75%72%77%

cc

15985455992*112938-85333131NET: Dissatisfied
20%8%9%10%9%9%3%11%9%11%-%10%9%13%7%
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

22212730441481350Very Dissatisfied
16%9%11%3%4%3%7%5%6%4%5%3%

-1-133465320101881Fairly Dissatisfied
-%5%-%4%5%5%9%4%8%5%7%4%

Neither Satisfied Nor
*4241001181017314239261Dissatisfied
2%20%11%10%15%14%20%25%13%22%14%14%

acac

61061325830417288263101625Fairly Satisfied
50%50%39%36%38%35%33%41%34%33%37%34%

436182623501115926398786Very Satisfied
32%16%39%48%38%41%23%22%38%33%36%43%

dedde

Don't Know (DO NOT READ
----9124245434OUT)
-%-%-%-%1%1%8%3%2%2%1%2%

abc

913123152065428431741261991411NET: Satisfied
82%66%78%84%75%76%56%62%71%66%73%77%

ede

2322597686351831131NET: Dissatisfied
16%14%11%7%9%9%17%9%14%10%11%7%
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

34171716-104235493846394650Very Dissatisfied
2%6%31%1%-%3%3%4%3%3%3%3%3%3%

ba

52281234-167448816175637581Fairly Dissatisfied
3%11%22%2%-%5%5%5%5%5%5%5%5%4%

ba

Neither Satisfied Nor
1936814157-65224139253174217164207261Dissatisfied

12%27%26%10%-%18%14%15%14%14%13%14%13%14%

baab

5408545751109559316601465554442548625Fairly Satisfied
34%33%8%37%41%31%34%33%34%36%34%36%35%34%

b

7335377592148697395748529696493686786Very Satisfied
46%21%13%48%59%42%43%42%42%41%43%41%43%43%

ab

Don't Know (DO NOT READ
286*24-62718302225132534OUT)

2%2%*%2%-%2%2%2%2%2%2%1%2%2%

1273138111335325712567111349994125093512331411NET: Satisfied
81%54%20%85%100%72%77%75%77%77%77%77%78%77%

abc

86452850-261168212999122102122131NET: Dissatisfied
5%18%54%3%-%7%7%9%7%8%8%8%8%7%

ba
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

123839471034612321350Very Dissatisfied
1%4%3%5%4%4%2%4%5%6%27%5%3%

b

2655677718521010-*981Fairly Dissatisfied
3%6%4%9%4%6%4%6%5%-%4%4%4%

bcb

Neither Satisfied Nor
1071542216325218918369*41261Dissatisfied

13%15%14%8%17%18%14%11%16%16%5%17%14%

bab

2893365133770109459547721182625Fairly Satisfied
35%34%33%48%38%37%34%32%35%39%10%34%34%

c

389397688226894604798419491786Very Satisfied
46%40%44%30%37%32%44%47%38%35%54%38%43%

aabcc

Don't Know (DO NOT READ
142032*2922222-434OUT)

2%2%2%*%1%3%2%1%1%4%-%2%2%

67873312015913820310631321604041731411NET: Satisfied
81%73%77%78%74%69%78%78%73%74%64%72%77%

acc

38931061015298616223222131NET: Dissatisfied
5%9%7%14%8%10%6%10%10%6%31%9%7%

bcb
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

**31**--11-150Very Dissatisfied
*%*%2%3%*%*%-%-%3%1%-%1%3%

d

624*36*222*981Fairly Dissatisfied
9%14%4%*%6%7%1%5%7%3%*%6%4%

abab

Neither Satisfied Nor
711698134738527261Dissatisfied
9%10%16%22%17%16%19%14%11%13%41%19%14%

dacd

316411017318181228353625Fairly Satisfied
44%39%40%24%37%38%44%38%44%43%25%37%34%

aabb

265382018317211026451786Very Satisfied
37%36%37%48%39%38%36%42%34%39%33%36%43%

Don't Know (DO NOT READ
*-111*-****234OUT)
*%-%1%3%2%*%-%*%*%*%*%1%2%

5711793135611539225471051411NET: Satisfied
81%76%77%73%75%76%81%81%78%82%58%73%77%

babb

626136*233*10131NET: Dissatisfied
9%15%6%3%6%8%1%5%11%5%*%7%7%

ab
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

*46832324-41450Very Dissatisfied
*%3%4%4%2%1%3%2%2%-%3%5%3%

ldgl

11658924712251081Fairly Dissatisfied
9%4%3%4%6%2%4%6%5%3%4%4%4%

agjgg

Neither Satisfied Nor
13103228202620153672232261Dissatisfied
11%6%19%15%15%19%19%13%15%14%16%12%14%

akkkakakkkk

464659714652302894174592625Fairly Satisfied
39%28%35%37%35%38%28%24%39%33%33%34%34%

eeeeeefke

4687657352524763952361121786Very Satisfied
39%54%39%38%39%38%44%54%39%46%45%44%43%

dghijladghijl

Don't Know (DO NOT READ
21014421132-534OUT)
2%6%*%2%3%2%1%1%1%4%-%2%2%

abdefgjb

92133124144981047891189401062121411NET: Satisfied
78%82%74%75%74%76%73%78%78%79%78%78%77%

1110111612479162924131NET: Dissatisfied
10%6%6%8%9%3%7%8%7%3%6%9%7%

ggggg
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

111391850Very Dissatisfied
2%3%2%4%3%

b

2219241781Fairly Dissatisfied
5%4%5%4%4%

Neither Satisfied Nor
55737161261Dissatisfied
12%16%15%13%14%

151169153153625Fairly Satisfied
34%37%33%33%34%

199176205205786Very Satisfied
44%38%44%45%43%

Don't Know (DO NOT READ
13105734OUT)

3%2%1%1%2%

b

3493453583581411NET: Satisfied
78%75%77%78%77%

32313334131NET: Dissatisfied
7%7%7%7%7%
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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 on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

1141101*1*1920Very Dissatisfied
2%1%3%*%2%1%2%3%*%1%1%

bbbabe

2389232*116466Fairly Dissatisfied
4%5%8%2%4%3%2%3%3%4%4%

ab

Neither Satisfied Nor
3611557110235206216Dissatisfied
7%13%10%13%11%13%23%15%11%12%12%

abe

121042152239283619613641Fairly Satisfied
27%20%39%36%37%37%30%35%40%35%35%

dedede

262941195302344822837871Very Satisfied
60%60%38%46%47%45%40%44%46%48%47%

abcabc

Don't Know (DO NOT READ
--1821*-*2223OUT)
-%-%1%2%*%1%3%-%1%1%1%

ac

383983348541627144114491512NET: Satisfied
87%80%78%83%84%82%70%79%85%82%82%

cddd

231210333*128386NET: Dissatisfied
6%7%11%2%5%4%4%6%3%5%5%

babb
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

221153*222-3-320Very Dissatisfied
2%2%1%1%2%*%1%1%1%-%1%-%2%1%

12559885103-147466Fairly Dissatisfied
1%2%5%4%5%6%3%4%2%-%5%6%2%4%

mmmmmmm

Neither Satisfied Nor
5121118817252528168401416216Dissatisfied
6%13%11%12%11%17%14%10%12%12%15%13%8%12%

mmafmmam

2629285585454551135116933588641Fairly Satisfied
31%32%29%36%36%37%30%39%36%24%34%32%43%35%

kdkmdgklm

49465372268579213570391165393871Very Satisfied
59%50%54%46%45%39%51%47%49%61%42%48%45%47%

acfhijlhchjhacfhij

Don't Know (DO NOT READ
111201231-272223OUT)
1%1%1%1%1%1%1%*%-%3%3%2%1%1%

eff

757681128012211114724812055209881811512NET: Satisfied
89%82%83%82%81%76%81%86%85%85%77%80%87%82%

bcghijklcchchch

346741196124-177886NET: Dissatisfied
3%4%6%5%7%6%4%4%3%-%6%6%4%5%

dmd
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

*1931751-71*5-20Very Dissatisfied
*%1%1%1%1%1%-%1%*%1%4%-%1%

deh

4621453225*2211*5*66Fairly Dissatisfied
2%4%3%4%3%4%1%4%6%*%4%1%4%

Neither Satisfied Nor
221944117511119537197182216Dissatisfied
12%12%10%12%15%14%9%7%10%15%12%5%12%

adeeee

57583143498242601518665114815641Fairly Satisfied
31%35%34%35%34%44%26%36%35%24%33%40%35%

bcfh

97774211659319523625990286620871Very Satisfied
53%47%51%46%45%38%64%50%49%59%46%53%47%

bdeghghgghg

Don't Know (DO NOT READ
22141816**31-2*23OUT)
1%1%1%1%2%*%1%1%*%-%1%1%1%

e

154135735511575621125044415539113351512NET: Satisfied
84%82%85%81%78%82%90%87%83%84%79%93%82%

abhbhbgh

5811770286*2911*11*86NET: Dissatisfied
3%5%4%5%4%5%1%6%6%1%7%1%5%

ffh
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

766*1920Very Dissatisfied
2%2%1%*%1%1%

aa

13124116666Fairly Dissatisfied
3%5%4%1%4%4%

Neither Satisfied Nor
40361366210216Dissatisfied
10%13%12%6%12%12%

b

13510839338603641Fairly Satisfied
35%40%34%33%35%35%

a

18710756668803871Very Satisfied
48%39%49%59%47%47%

bba

Don't Know (DO NOT READ
511232023OUT)
1%*%1%2%1%1%

32221595910514061512NET: Satisfied
83%79%83%91%82%82%

a

20194718586NET: Dissatisfied
5%7%4%1%5%5%

ab
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

1054218-----29920Very Dissatisfied
4%1%*%5%1%-%-%-%-%-%7%4%1%1%

abaiaiai

113224-66------115666Fairly Dissatisfied
4%4%3%-%4%-%-%-%-%-%-%4%4%4%

Neither Satisfied Nor
26841074213----*422191216Dissatisfied
10%12%13%12%12%-%-%-%-%1%15%9%12%12%

10125828315626*-*24986540641Fairly Satisfied
37%36%33%46%35%100%-%59%84%88%35%36%34%35%

11733042310860--***9107754871Very Satisfied
44%46%50%32%48%-%-%41%16%10%37%45%48%47%

cjjj

Don't Know (DO NOT READ
5711221-----231823OUT)
2%1%1%5%1%-%-%-%-%-%7%1%1%1%

abiabi

218588706251487*-1241819312941512NET: Satisfied
81%82%83%78%82%100%-%100%100%99%72%81%83%82%

cc

213728284-----2196586NET: Dissatisfied
8%5%3%5%5%-%-%-%-%-%7%8%4%5%

aai
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2-*22111561117111620Very Dissatisfied
-%50%-%1%7%3%1%1%2%2%1%2%1%1%

a

---*234442122550284266Fairly Dissatisfied
-%-%-%3%9%5%4%4%3%5%4%4%4%4%

Neither Satisfied Nor
--2435114117516412774119216Dissatisfied
-%-%81%21%11%9%11%11%12%12%11%11%11%12%

***7522405394152204439266394641Fairly Satisfied
100%3%3%39%19%42%38%36%37%38%37%40%38%35%

cc

-2*61221494515184225535292473871Very Satisfied
-%48%16%36%53%40%46%47%45%42%46%43%45%47%

d

Don't Know (DO NOT READ
-----*5117353523OUT)
-%-%-%-%-%*%*%1%2%*%*%*%*%1%

abcd

*211317428989093374299745578671512NET: Satisfied
100%50%19%75%72%82%84%83%82%81%83%83%83%82%

-2-1445657183666395886NET: Dissatisfied
-%50%-%4%17%9%5%5%4%7%6%6%6%5%

a
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-4543----2--920Very Dissatisfied
-%2%2%2%1%-%-%-%-%31%-%-%2%1%

*7161017-------2566Fairly Dissatisfied
2%4%6%3%4%-%-%-%-%-%-%-%5%4%

Neither Satisfied Nor
126243145-----*461216Dissatisfied
8%15%9%11%11%-%-%-%-%-%3%40%12%12%

c

56293120158*-*-4*5195641Fairly Satisfied
49%36%34%43%37%78%-%100%-%69%5%56%38%35%

c

574136114206*--**6*218871Very Satisfied
41%43%50%41%48%22%-%-%100%1%93%4%43%47%

bb

Don't Know (DO NOT READ
-1*22-------323OUT)
-%*%*%1%1%-%-%-%-%-%-%-%1%1%

101362292343631-**4764131512NET: Satisfied
90%79%84%83%84%100%-%100%100%69%97%60%81%82%

*11201421----2--3486NET: Dissatisfied
2%6%7%5%5%-%-%-%-%31%-%-%7%5%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-17218218-351220Very Dissatisfied
-%1%2%1%1%3%2%-%4%3%1%1%1%

-505617415-289666Fairly Dissatisfied
-%4%6%4%4%15%4%-%3%6%7%3%4%

ac

Neither Satisfied Nor
1126920725139-7171424216Dissatisfied
9%11%10%12%15%4%11%-%10%12%12%13%12%

243537604598137227573979641Fairly Satisfied
36%37%40%35%36%34%40%72%37%39%33%41%35%

3531398316810144134575677871Very Satisfied
56%46%42%48%42%44%42%28%46%39%47%40%47%

Don't Know (DO NOT READ
-51221-2--*-223OUT)
-%*%1%1%1%-%*%-%-%*%-%1%1%

696776143512718281361114961561512NET: Satisfied
91%83%82%82%78%79%82%100%83%79%80%82%82%

-667799422-5139886NET: Dissatisfied
-%6%8%5%6%18%6%-%6%9%8%4%5%

aca
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-116537153120Very Dissatisfied
-%1%2%1%3%2%7%3%3%2%1%

-103918322-103466Fairly Dissatisfied
-%9%4%6%3%5%-%5%3%6%4%

b

Neither Satisfied Nor
-151133715503161212216Dissatisfied
-%13%12%11%11%12%20%9%10%19%12%

b

-46363130531512685018641Fairly Satisfied
-%40%37%40%41%38%14%39%40%30%35%

-40442135531729755226871Very Satisfied
-%35%45%41%40%43%56%43%42%43%47%

c

Don't Know (DO NOT READ
-25*3-*22*23OUT)
-%2%1%*%2%-%3%1%2%*%1%

aba

-8680426510632311144101441512NET: Satisfied
-%75%82%81%81%80%70%81%83%72%82%

c

-1255237291147586NET: Dissatisfied
-%10%6%7%5%7%7%8%6%8%5%

b

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 114  (continuation)                                                                                                                                                  Page 2094

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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-91471116-248-19520Very Dissatisfied
-%1%2%2%2%1%-%2%1%2%-%2%2%2%1%

-3636252842*71517-8241866Fairly Dissatisfied
-%5%4%5%4%4%3%7%4%5%-%10%4%7%4%

bb

Neither Satisfied Nor
1789554741192194248-156630216Dissatisfied

24%11%10%12%11%11%50%18%12%14%-%19%11%11%12%

ab

2271353168263393242137121-28224114641Fairly Satisfied
42%39%39%37%39%38%45%41%41%36%-%35%39%43%35%

2294407193289470*32137138-2524998871Very Satisfied
35%43%45%43%43%45%2%31%41%41%-%31%43%37%47%

ccac

Don't Know (DO NOT READ
-33135-112-23*23OUT)
-%*%*%*%*%*%-%1%*%1%-%3%*%*%1%

ab

4566760361553863275274259-534742111512NET: Satisfied
76%82%84%81%83%83%47%72%82%78%-%66%82%80%82%

ccc

-4549323958*91925-10332386NET: Dissatisfied
-%7%5%7%6%6%3%9%6%7%-%12%6%9%5%

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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

-22110132272420Very Dissatisfied
-%9%11%3%1%2%4%3%3%1%2%1%

b

-12*33334715151366Fairly Dissatisfied
-%5%11%*%5%4%8%10%6%8%5%4%

a

Neither Satisfied Nor
24*5791001011312543216Dissatisfied

18%19%1%13%12%12%20%16%13%13%16%12%

51061227132021308580103641Fairly Satisfied
41%53%39%33%39%37%42%44%35%42%38%35%

53619292391111710266108871Very Satisfied
41%15%39%51%42%45%22%25%42%35%39%47%

deede

Don't Know (DO NOT READ
---*332223323OUT)
-%-%-%1%*%*%5%3%1%1%1%1%

ac

913123056371132471871462101512NET: Satisfied
82%68%77%83%82%83%63%69%77%77%77%82%

eee

-34143466923171786NET: Dissatisfied
-%14%22%3%6%5%12%13%9%9%6%5%

a
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

614101-71513201718141820Very Dissatisfied
*%5%20%*%-%2%1%1%1%1%1%1%1%1%

bab

30361712-175837654658505866Fairly Dissatisfied
2%14%32%1%-%5%4%4%4%4%4%4%4%4%

ba

Neither Satisfied Nor
1566113120*49186124208154181142176216Dissatisfied

10%24%25%8%5%14%11%13%12%12%11%12%11%12%

ba

5558675741123580331617470573450566641Fairly Satisfied
35%33%14%37%36%35%36%35%35%36%36%37%36%35%

b

8145658462155770437836592772551758871Very Satisfied
52%22%9%54%59%44%47%46%47%46%48%45%48%47%

ab

Don't Know (DO NOT READ
194*13-414817101261223OUT)

1%2%1%1%-%1%1%1%1%1%1%*%1%1%

136914212142032791349768145310621345100213241512NET: Satisfied
87%55%23%91%95%78%83%81%82%82%83%82%83%82%

abc

36502713-247350846376657686NET: Dissatisfied
2%19%52%1%-%7%4%5%5%5%5%5%5%5%

bab
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

515144259642-620Very Dissatisfied
1%2%1%5%1%2%1%4%2%3%-%2%1%

bacb

27405341094710111-1166Fairly Dissatisfied
3%4%3%5%5%3%3%6%5%2%-%4%4%

Neither Satisfied Nor
9412317143945152182313329216Dissatisfied
11%12%11%5%21%15%11%11%10%24%39%12%12%

bcbb

2803615383661100480597718*78641Fairly Satisfied
33%36%35%48%33%34%35%35%35%34%4%33%35%

ac

422448765267413065775103204114871Very Satisfied
51%45%49%35%40%44%48%44%47%37%54%48%47%

aab

Don't Know (DO NOT READ
914192-41613**323OUT)
1%1%1%2%-%1%1%*%1%*%4%1%1%

a

70380913036313523011371331803841931512NET: Satisfied
84%81%84%83%72%79%84%79%82%71%58%80%82%

ac

315566712145616153-1686NET: Dissatisfied
4%5%4%10%7%5%4%10%7%5%-%7%5%

cbc

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 114  (continuation)                                                                                                                                                  Page 2098

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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

**2*****111120Very Dissatisfied
*%*%2%1%*%*%1%1%4%2%9%1%1%

ac

2142241122*866Fairly Dissatisfied
2%8%4%5%5%5%7%3%8%4%4%6%4%

Neither Satisfied Nor
82126492445317216Dissatisfied

11%16%11%13%8%11%12%8%14%8%22%12%12%

ac

305471019327191027458641Fairly Satisfied
43%32%46%24%40%40%39%39%36%41%33%41%35%

aa

306372422358241129459871Very Satisfied
42%43%36%57%47%44%41%50%38%45%32%41%47%

bd

Don't Know (DO NOT READ
1-1---------23OUT)
2%-%1%-%-%-%-%-%-%-%-%-%1%

6011843440671543215781171512NET: Satisfied
85%75%82%81%87%84%80%88%74%86%65%82%82%

bdb

216324123411086NET: Dissatisfied
2%8%6%6%5%5%8%4%12%6%13%7%5%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

*5-4*-113-2320Very Dissatisfied
*%3%-%2%*%-%1%1%1%-%1%1%1%

gjj

226775269271066Fairly Dissatisfied
2%1%4%4%5%4%2%5%4%3%5%4%4%

Neither Satisfied Nor
16162522231612103151426216Dissatisfied
13%10%15%11%17%12%11%9%13%10%11%10%12%

ae

434255714747394397214593641Fairly Satisfied
36%26%33%37%35%35%36%37%40%42%33%34%35%

kkk

57987884536551561032166138871Very Satisfied
48%60%47%44%40%48%48%48%42%41%49%51%47%

cdeghijdh

Don't Know (DO NOT READ
*-34322*222323OUT)
*%-%2%2%2%1%2%*%1%3%1%1%1%

kl

1001401341541001129099199421112311512NET: Satisfied
84%86%80%81%75%83%84%85%82%83%81%85%82%

hhhh

38611753712291286NET: Dissatisfied
2%5%4%6%5%4%3%6%5%3%7%5%5%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

645420Very Dissatisfied
1%1%1%1%1%

1120171966Fairly Dissatisfied
2%4%4%4%4%

Neither Satisfied Nor
57615246216Dissatisfied
13%13%11%10%12%

140164178159641Fairly Satisfied
31%36%38%34%35%

d

233202210226871Very Satisfied
52%44%45%49%47%

bc

Don't Know (DO NOT READ
394723OUT)
1%2%1%1%1%

3733663883841512NET: Satisfied
83%80%83%83%82%

1724222386NET: Dissatisfied
4%5%5%5%5%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

*-2-7*--*1617Very Dissatisfied
*%-%2%-%1%*%-%-%1%1%1%

bb

2148262**25153Fairly Dissatisfied
4%2%4%2%4%3%2%1%4%3%3%

Neither Satisfied Nor
13544598225160168Dissatisfied
3%6%5%10%9%11%15%10%10%9%9%

ee

11620110186202513436456Fairly Satisfied
26%12%19%26%29%27%22%27%28%25%25%

ddcd

222240153224294817655683Very Satisfied
51%45%37%36%35%37%38%45%35%37%37%

abcb

Don't Know (DO NOT READ
61736105145172311443460OUT)

15%35%34%25%22%22%23%18%24%25%25%

aeabeee

332859264409496133010911140NET: Satisfied
77%57%56%63%63%64%60%71%62%62%62%

abcdab

2168333**26769NET: Dissatisfied
4%2%5%2%5%3%2%1%4%4%4%

bbc
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

-32114133-----17Very Dissatisfied
-%3%2%1%2%1%2%1%-%-%-%-%-%1%

acejmacjmacjmcm

2324545948-51953Fairly Dissatisfied
3%3%2%3%3%3%5%1%6%-%2%1%4%3%

fcff

Neither Satisfied Nor
4891461714262313521720168Dissatisfied
5%9%10%9%11%10%14%8%9%7%8%6%10%9%

mmmcfjm

282023386394241692717763640456Fairly Satisfied
33%21%23%25%26%29%23%24%19%26%28%32%19%25%

aefgjklaaael

3738445646049631005131953578683Very Satisfied
44%42%45%36%40%34%35%35%36%48%35%32%38%37%

cfhjbcfghjbf

Don't Know (DO NOT READ
132017410283539884212753160460OUT)
15%22%17%26%18%24%22%31%30%19%27%28%29%25%

mikmmgiklmikmikmkmikm

64586795099921041707848171711171140NET: Satisfied
77%63%69%61%66%63%57%59%55%74%63%64%57%62%

abcefghiaefgjaefgj

jkl

26557861278-51969NET: Dissatisfied
3%6%5%4%5%4%7%3%6%-%2%1%4%4%

cdfjcdfc
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

2155119**22-3-17Very Dissatisfied
1%1%1%1%1%*%1%*%1%-%2%-%1%

e

5481241223-188-2*53Fairly Dissatisfied
3%3%3%3%3%2%-%3%4%-%1%1%3%

Neither Satisfied Nor
19150481217612440154115168Dissatisfied
10%9%11%8%11%9%7%8%8%9%8%14%9%

a

4541110235418734111264712355456Fairly Satisfied
24%25%25%25%26%25%20%25%25%25%24%13%25%

a

79604162521258503319561175017683Very Satisfied
43%37%39%37%36%37%60%38%33%37%35%47%37%

abcdegh

Don't Know (DO NOT READ
34425883721663771325313429460OUT)
19%26%21%26%23%27%13%26%28%29%29%25%25%

bbffffff

124101626587544484443211082986221140NET: Satisfied
67%61%64%62%62%61%80%63%58%62%60%60%62%

abcdegh

7631753314*2010-5*69NET: Dissatisfied
4%4%4%4%4%3%1%4%5%-%3%1%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 115  (continuation)                                                                                                                                                  Page 2104

Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

131321417Very Dissatisfied
*%1%1%2%1%1%

5103715253Fairly Dissatisfied
1%4%3%1%3%3%

cc

Neither Satisfied Nor
3925999159168Dissatisfied
10%9%9%8%9%9%

777830035421456Fairly Satisfied
20%29%26%31%24%25%

cc

1669241547636683Very Satisfied
43%34%36%41%37%37%

ab

Don't Know (DO NOT READ
1006329021439460OUT)

26%23%25%18%25%25%

2431707158210571140NET: Satisfied
63%63%62%71%61%62%

a

5135036669NET: Dissatisfied
1%5%4%3%4%4%

cc
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

269-17------21517Very Dissatisfied
1%1%1%-%1%-%-%-%-%-%-%1%1%1%

101627152-----184353Fairly Dissatisfied
4%2%3%4%3%-%-%-%-%-%5%4%3%3%

Neither Satisfied Nor
2067816162*---2414148168Dissatisfied

8%9%10%18%9%100%-%-%-%44%16%6%9%9%

abibb

611772185451--*-*555395456Fairly Satisfied
23%25%26%17%25%-%-%41%-%4%20%23%25%25%

11727129516668--**213101566683Very Satisfied
44%38%35%49%37%-%-%59%16%52%52%43%36%37%

abaiaiai

Don't Know (DO NOT READ
591792224456---2-255400460OUT)
22%25%26%12%25%-%-%-%84%-%8%23%26%25%

cjcjcj

178448513211119--1*2181579621140NET: Satisfied
66%63%60%66%62%-%-%100%16%56%71%66%61%62%

a

112236168-----1105869NET: Dissatisfied
4%3%4%4%4%-%-%-%-%-%5%4%4%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

------7106476717Very Dissatisfied
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

-----3223171027112553Fairly Dissatisfied
-%-%-%-%-%6%2%3%2%2%2%2%2%3%

a

Neither Satisfied Nor
*--12310891344411563102168Dissatisfied

100%-%-%4%10%6%10%8%8%8%10%9%10%9%

-*1331725627890129281163254456Fairly Satisfied
-%3%45%20%13%34%24%25%22%24%24%24%24%25%

ac

-2261420385421149207428253378683Very Satisfied
-%48%54%33%60%38%36%39%36%39%37%38%36%37%

ab

Don't Know (DO NOT READ
-2*749293261128138314177282460OUT)
-%50%2%43%16%17%27%24%31%26%27%26%27%25%

bbdf

-23917376426992383367094166321140NET: Satisfied
-%50%98%53%73%72%60%64%58%63%61%62%60%62%

aae

-----33041121434173269NET: Dissatisfied
-%-%-%-%-%6%3%4%3%3%3%2%3%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-1412-------417Very Dissatisfied
-%*%1%*%*%-%-%-%-%-%-%-%1%1%

-36512-----*3753Fairly Dissatisfied
-%1%2%2%3%-%-%-%-%-%3%33%1%3%

Neither Satisfied Nor
-27233233*-*-32-39168Dissatisfied
-%15%8%11%8%24%-%30%-%65%27%-%8%9%

ac

2346270112*-*--**128456Fairly Satisfied
19%20%23%25%26%44%-%56%-%-%3%5%25%25%

d

667114104137*-**-42200683Very Satisfied
54%39%42%37%32%32%-%13%100%-%67%25%39%37%

aa

Don't Know (DO NOT READ
3426569136----2-4133460OUT)

28%24%24%25%31%-%-%-%-%35%-%38%26%25%

bcd

8102176175249*-**-533281140NET: Satisfied
72%59%64%62%58%76%-%70%100%-%70%29%64%62%

a

-310614-----*31069NET: Dissatisfied
-%2%4%2%3%-%-%-%-%-%3%33%2%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-72151-3-*11117Very Dissatisfied
-%1%2%1%1%-%1%-%1%1%1%*%1%

*263506-41*4-453Fairly Dissatisfied
1%2%3%3%4%-%1%45%*%3%-%2%3%

ab

Neither Satisfied Nor
*114616216226-813715168Dissatisfied
4%10%7%9%10%8%8%-%10%9%5%8%9%

*28122434271191*16323447456Fairly Satisfied
1%24%24%25%17%45%26%15%22%22%28%25%25%

acc

342531652674133137584467683Very Satisfied
45%36%34%37%41%19%39%39%51%40%37%35%37%

bbab

Don't Know (DO NOT READ
33112943044687-11363457460OUT)

50%27%32%25%27%27%25%-%16%25%28%30%25%

dd

3706531086941522425390771141140NET: Satisfied
46%61%57%62%58%64%65%55%73%62%65%60%62%

a

*334657-71151569NET: Dissatisfied
1%3%4%4%4%-%2%45%1%4%1%3%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-27322-22117Very Dissatisfied
-%2%1%1%1%1%-%1%1%2%1%

-1231046124-53Fairly Dissatisfied
-%1%2%3%3%2%7%1%3%-%3%

Neither Satisfied Nor
-1198251233*18124168Dissatisfied
-%9%10%8%9%8%2%10%9%6%9%

-352448732971473018456Fairly Satisfied
-%31%25%27%25%24%8%27%24%30%25%

-43349118451629644228683Very Satisfied
-%38%36%36%34%40%55%36%34%45%37%

Don't Know (DO NOT READ
-2225582361024433410460OUT)
-%19%26%25%28%25%28%24%28%17%25%

c

-79593205772591011171461140NET: Satisfied
-%69%61%63%59%64%63%63%58%75%62%

bb

-3301358146169NET: Dissatisfied
-%3%3%4%4%2%7%2%5%2%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-56367-114--6317Very Dissatisfied
-%1%1%1%1%1%-%1%*%1%-%-%1%1%1%

*92451124-468-311553Fairly Dissatisfied
2%1%3%1%2%2%-%4%2%2%-%3%2%2%3%

b

Neither Satisfied Nor
*74863561102-43028-65427168Dissatisfied
1%11%9%8%9%10%-%4%9%8%-%7%9%10%9%

c

*1842271131632544329283-2214666456Fairly Satisfied
6%27%25%25%24%24%84%31%27%25%-%27%25%25%25%

3244340182252377*37129132-3222195683Very Satisfied
59%35%37%41%38%36%2%36%38%40%-%41%38%36%37%

a

Don't Know (DO NOT READ
21762241101762801257779-1713869460OUT)

31%25%25%25%26%27%14%25%23%24%-%22%24%26%25%

3427567295415631468221215-543661611140NET: Satisfied
65%62%63%66%62%60%86%66%66%64%-%68%64%61%62%

a

*143081731-5712-316869NET: Dissatisfied
2%2%3%2%3%3%-%5%2%4%-%3%3%3%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

-*-156-131317Very Dissatisfied
-%3%-%3%1%1%-%2%1%1%1%1%

-3-*1223*132553Fairly Dissatisfied
-%17%-%1%2%3%1%1%1%1%2%3%

Neither Satisfied Nor
22*1728612231723168Dissatisfied

18%9%*%3%10%10%3%3%10%9%9%9%

de

33581912111426606075456Fairly Satisfied
24%14%34%23%28%25%27%38%25%32%27%25%

acc

24515236329161910259107683Very Satisfied
14%21%28%42%34%38%31%28%42%31%39%37%

bdbd

Don't Know (DO NOT READ
576101722051919535160460OUT)

44%37%38%27%25%24%38%28%22%27%22%25%

abc

47102442754029451621191831140NET: Satisfied
38%35%62%65%62%63%58%65%66%63%67%62%

-4-21728*263869NET: Dissatisfied
-%20%-%4%2%3%1%3%2%1%3%4%
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

12549-31371581381317Very Dissatisfied
1%2%8%1%-%1%1%1%1%1%1%1%1%1%

a

3815532-124627533446324653Fairly Dissatisfied
2%6%9%2%-%3%3%3%3%3%3%3%3%3%

ba

Neither Satisfied Nor
14226711312614581162115143115142168Dissatisfied

9%10%13%7%41%7%9%9%9%9%9%9%9%9%

389679385-106413261445319400293389456Fairly Satisfied
25%26%16%25%-%30%25%28%25%25%25%24%24%25%

b

602816655-136592356655475599459585683Very Satisfied
38%32%11%42%-%38%36%37%37%37%37%38%37%37%

ab

Don't Know (DO NOT READ
3976222374273413218433338414307414460OUT)

25%24%42%24%59%20%25%23%25%26%26%25%26%25%

ac

991148141040-242100561711007949997529731140NET: Satisfied
63%58%27%66%-%68%62%65%62%62%62%62%61%62%

bb

4920940-155934674258405869NET: Dissatisfied
3%8%17%3%-%4%4%4%4%3%4%3%4%4%

ba
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

512122351113--317Very Dissatisfied
1%1%1%2%1%2%1%*%1%-%-%1%1%

223145171333742-453Fairly Dissatisfied
3%3%3%1%4%4%2%4%2%4%-%2%3%

b

Neither Satisfied Nor
7891151792712218184*17168Dissatisfied

9%9%10%10%5%9%9%10%8%7%6%7%9%

a

192264395134774344365815258456Fairly Satisfied
23%26%25%17%25%25%25%21%26%28%32%24%25%

330353588286299513668719297683Very Satisfied
40%35%38%36%33%34%38%39%39%35%30%40%37%

a

Don't Know (DO NOT READ
210250368265975338425214261460OUT)

25%25%24%34%32%25%25%25%23%26%32%25%25%

cc

523617982401091748571021453441551140NET: Satisfied
62%62%63%53%58%59%63%61%66%63%62%65%62%

2743572101845772-769NET: Dissatisfied
3%4%4%3%5%6%3%4%3%4%-%3%4%

b

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 115  (continuation)                                                                                                                                                  Page 2114

Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

1-*11******217Very Dissatisfied
2%-%*%3%3%*%2%1%1%*%3%1%1%

c

3192*2**112653Fairly Dissatisfied
4%7%9%5%1%2%1%1%4%1%19%4%3%

acdc

Neither Satisfied Nor
4210245144619168Dissatisfied
6%15%10%4%8%6%6%8%15%9%9%7%9%

aa

2362771522713919340456Fairly Satisfied
32%40%26%18%32%28%34%27%31%29%22%28%25%

aa

193292017256161021449683Very Satisfied
27%18%28%47%36%32%32%33%35%32%33%34%37%

bcd

Don't Know (DO NOT READ
2032810926514419237460OUT)
28%20%27%23%19%32%25%30%14%30%14%26%25%

dbdd

42956273248132918396891140NET: Satisfied
59%58%54%65%68%60%67%61%66%60%56%62%62%

411032211113869NET: Dissatisfied
6%7%10%8%4%2%3%1%5%1%22%5%4%

acdc
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

2124**2-3**-17Very Dissatisfied
2%1%1%2%*%*%2%-%1%1%*%-%1%

aaaa

3-5263231726553Fairly Dissatisfied
2%-%3%1%4%2%2%2%7%4%4%2%3%

kkaefgiklkk

Neither Satisfied Nor
69181016131582131829168Dissatisfied
5%6%11%5%12%10%14%7%9%7%13%11%9%

iiklikl

273341453841243766103361456Fairly Satisfied
23%20%24%23%28%31%22%32%27%19%24%22%25%

kak

3873366244584449732657122683Very Satisfied
32%45%21%33%33%43%42%42%30%51%42%45%37%

jdijljjdjdjdjjdhijldjdhijl

Don't Know (DO NOT READ
42466567292019196392256460OUT)
36%28%39%35%22%15%18%17%26%18%16%21%25%

abcdefghbefgabcdefghabcdefghbefg

65106771078299688614036901831140NET: Satisfied
55%65%46%56%61%73%64%74%57%70%66%67%62%

jjdhijljdhijljjjdijl

518663532026569NET: Dissatisfied
4%1%5%3%5%2%4%2%8%5%4%2%4%

kaegik
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

645117Very Dissatisfied
1%1%1%*%1%

a

811221253Fairly Dissatisfied
2%2%5%3%3%

cd

Neither Satisfied Nor
34394450168Dissatisfied

8%9%9%11%9%

101124127104456Fairly Satisfied
22%27%27%23%25%

147165167205683Very Satisfied
33%36%36%45%37%

bcd

Don't Know (DO NOT READ
15311710288460OUT)

34%25%22%19%25%

abca

2482892943091140NET: Satisfied
55%63%63%67%62%

ddd

1415271369NET: Dissatisfied
3%3%6%3%4%

acd
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Collection time of items you are sending (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

-12-6*--*1213Very Dissatisfied
-%2%2%-%1%*%-%-%*%1%1%

bbb

**2191**11618Fairly Dissatisfied
*%1%2%*%1%2%2%1%2%1%1%

Neither Satisfied Nor
34637395114125131Dissatisfied
6%9%6%9%6%7%10%4%7%7%7%

1162599171213613428449Fairly Satisfied
25%12%23%23%26%28%27%32%27%24%24%

dddda

212137172279324819739770Very Satisfied
48%43%34%41%43%41%42%45%40%42%42%

c

Don't Know (DO NOT READ
91636112141172312439456OUT)

20%34%33%27%22%22%19%17%24%25%25%

aeaec

322661271450537143211671220NET: Satisfied
73%54%58%64%70%69%69%77%66%66%66%

bcdcdab

*141161**12930NET: Dissatisfied
*%3%3%*%2%2%2%1%2%2%2%

bbeb
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

11193-232----13Very Dissatisfied
1%1%1%1%2%-%1%1%1%-%-%-%-%1%

c

11115134-3-**318Fairly Dissatisfied
2%1%1%1%1%2%2%-%2%-%*%*%2%1%

fcfcfcff

Neither Satisfied Nor
378113161416186523411131Dissatisfied
4%8%8%7%11%10%9%6%4%9%8%4%5%7%

mmmemmmm

271622384384243773811682541449Fairly Satisfied
32%18%23%25%25%29%24%27%27%18%25%23%20%24%

adjkllllll

39484663768497610948341084896770Very Satisfied
46%52%47%41%45%34%42%38%34%53%40%44%47%42%

ehcefhjefhjhefheh

Don't Know (DO NOT READ
131919404253840824413743355456OUT)
15%21%19%26%17%26%22%28%31%21%27%30%27%25%

ikmmiklmiklmikmikmim

6664691021106911191868645176741371220NET: Satisfied
78%69%70%65%70%62%66%64%61%71%65%67%66%66%

abcefghj

kl

2132443535-**330NET: Dissatisfied
3%2%3%2%2%2%3%1%3%-%*%*%2%2%

cccccc
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

211497**21--213Very Dissatisfied
1%1%1%1%1%*%1%*%1%-%-%5%1%

bdegh

3142167*-71-2-18Fairly Dissatisfied
2%1%*%1%1%*%-%1%*%-%2%-%1%

Neither Satisfied Nor
121192610555424117262131Dissatisfied

7%7%6%7%8%3%4%8%9%5%4%4%7%

ggbg

49401913581863391224114368449Fairly Satisfied
27%24%22%25%26%24%17%24%22%30%25%22%24%

83687200570286623622073175716770Very Satisfied
45%42%48%40%40%46%65%43%40%36%40%42%42%

aabcdegh

Don't Know (DO NOT READ
354219436217536712052144210456OUT)
19%25%23%25%24%26%13%23%28%29%29%27%25%

bfffffff

132108829192947396463421143193241220NET: Satisfied
72%66%70%65%66%70%82%67%62%66%65%64%66%

aaabcdegh

525625141*102-2230NET: Dissatisfied
3%2%1%2%2%1%1%2%1%-%2%5%2%

dg
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

43621113Very Dissatisfied
1%1%*%2%1%1%

2511-1818Fairly Dissatisfied
*%2%1%-%1%1%

c

Neither Satisfied Nor
27188010121131Dissatisfied

7%7%7%8%7%7%

837728528421449Fairly Satisfied
21%29%25%24%24%24%

c

17510547957713770Very Satisfied
45%39%42%50%41%42%

Don't Know (DO NOT READ
986229218438456OUT)
25%23%25%16%25%25%

b

2571827648511341220NET: Satisfied
66%67%66%74%66%66%

581722830NET: Dissatisfied
1%3%1%2%2%2%

a
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

256-13------21113Very Dissatisfied
1%1%1%-%1%-%-%-%-%-%-%1%1%1%

396*17*----*31518Fairly Dissatisfied
1%1%1%1%1%100%-%-%-%-%1%1%1%1%

Neither Satisfied Nor
2446615126-----519107131Dissatisfied

9%6%7%16%7%-%-%-%-%-%21%8%7%7%

abiabi

561812127442--*-2549393449Fairly Satisfied
21%25%25%22%25%-%-%18%-%48%20%21%25%24%

11930234916755--**213103651770Very Satisfied
44%42%41%49%42%-%-%82%16%52%51%44%42%42%

Don't Know (DO NOT READ
651742174452---2-261391456OUT)
24%24%26%12%25%-%-%-%84%-%8%26%25%25%

cjcjcj

175483562231197--1*41815310441220NET: Satisfied
65%67%66%71%66%-%-%100%16%100%71%65%67%66%

41412*30*----*42630NET: Dissatisfied
2%2%1%1%2%100%-%-%-%-%1%2%2%2%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

----2-7113282813Very Dissatisfied
-%-%-%-%8%-%1%1%1%*%1%*%1%1%

abb

*----41013681441418Fairly Dissatisfied
100%-%-%-%-%8%1%1%1%2%1%1%1%1%

ab

Neither Satisfied Nor
--*11275702234794168131Dissatisfied
-%-%3%4%6%4%7%6%5%6%7%6%7%7%

-**141426127197129280168252449Fairly Satisfied
-%5%3%7%18%26%24%25%24%24%24%25%24%24%

-2381225426467160217477279428770Very Satisfied
-%45%92%46%53%49%40%43%39%41%41%42%41%42%

Don't Know (DO NOT READ
-2*747295261124142314178279456OUT)
-%50%2%44%15%13%27%24%30%27%27%27%27%25%

bf

-23916396877392573467574476801220NET: Satisfied
-%50%95%52%71%76%64%68%62%65%65%66%65%66%

ae

*---2416249102252130NET: Dissatisfied
100%-%-%-%8%8%1%2%2%2%2%1%2%2%

aabbbb
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-*125-------213Very Dissatisfied
-%*%*%1%1%-%-%-%-%-%-%-%*%1%

-1714*-*--*2618Fairly Dissatisfied
-%1%3%*%1%24%-%30%-%-%3%21%1%1%

abd

Neither Satisfied Nor
-14131635----22129131Dissatisfied
-%8%5%6%8%-%-%-%-%31%27%11%6%7%

c

240628491----21*126449Fairly Satisfied
19%23%23%30%21%-%-%-%-%35%15%2%25%24%

acd

675128105162*-***43211770Very Satisfied
54%43%47%37%37%76%-%70%100%1%55%28%41%42%

ab

Don't Know (DO NOT READ
3436173134----2-4136456OUT)

28%25%22%26%31%-%-%-%-%34%-%38%27%25%

c

8115190190253*-**2533371220NET: Satisfied
72%66%70%67%59%76%-%70%100%35%70%30%66%66%

aaa

-1839*-*--*2830NET: Dissatisfied
-%1%3%1%2%24%-%30%-%-%3%21%2%2%

d
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-8*12*-2-*1-*13Very Dissatisfied
-%1%1%1%*%-%*%-%1%1%-%*%1%

*132154*4-*4-318Fairly Dissatisfied
2%1%2%1%2%1%1%-%1%3%-%2%1%

b

Neither Satisfied Nor
-79612510221161179131Dissatisfied
-%7%6%7%6%10%6%35%8%7%6%5%7%

*2802142932888118272954449Fairly Satisfied
3%24%22%25%20%34%26%17%25%19%25%28%24%

c

347333737708137135645066770Very Satisfied
46%41%36%42%44%35%40%47%47%44%42%34%42%

aa

Don't Know (DO NOT READ
33113142545592-13373359456OUT)

49%27%33%24%28%20%27%-%18%26%28%31%25%

ad

37535411661021622625392791191220NET: Satisfied
49%65%58%67%63%69%65%65%72%63%66%63%66%

b

*223284*6-15-430NET: Dissatisfied
2%2%3%2%2%1%2%-%1%4%-%2%2%

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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-*81*1-1*113Very Dissatisfied
-%*%1%*%*%*%-%1%*%2%1%

-113644*44*18Fairly Dissatisfied
-%1%1%2%3%1%1%2%3%*%1%

Neither Satisfied Nor
-564211222-14106131Dissatisfied
-%4%7%6%9%5%-%8%8%10%7%

-3424178291004432816449Fairly Satisfied
-%30%25%24%22%25%26%24%23%26%24%

-553991394717010704529770Very Satisfied
-%48%41%43%36%42%63%40%37%47%42%

Don't Know (DO NOT READ
-1925180371041443510456OUT)
-%17%26%25%29%26%9%25%29%16%25%

cca

-89640217762701411373451220NET: Satisfied
-%78%66%67%59%67%90%64%59%73%66%

abb

-121756*55130NET: Dissatisfied
-%1%2%2%3%1%1%3%4%2%2%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-26226-*12-*2113Very Dissatisfied
-%*%1%*%*%1%-%*%*%1%-%1%*%*%1%

*7124414-267-14118Fairly Dissatisfied
2%1%1%1%1%1%-%2%2%2%-%1%1%*%1%

Neither Satisfied Nor
*4456253968*42026-13419131Dissatisfied
1%6%6%6%6%7%11%4%6%8%-%2%6%7%7%

cc

*1822241141682524268978-2315169449Fairly Satisfied
3%26%25%26%25%24%84%25%27%23%-%28%26%26%24%

3280381189278425*43139140-36244104770Very Satisfied
62%40%42%42%42%41%2%42%41%42%-%45%42%39%42%

Don't Know (DO NOT READ
2178227113177279*278082-1914170456OUT)

31%26%25%25%27%27%3%26%24%24%-%23%24%26%25%

3462605303446677469228218-583951731220NET: Satisfied
65%67%67%68%67%65%86%67%68%65%-%73%69%66%66%

*9196520-379-15230NET: Dissatisfied
2%1%2%1%1%2%-%3%2%3%-%2%1%1%2%

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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

-*-146-*11113Very Dissatisfied
-%3%-%3%1%1%-%*%1%1%*%1%

-2-*712*-53618Fairly Dissatisfied
-%11%-%1%1%1%*%-%2%2%2%1%

Neither Satisfied Nor
334345521319715131Dissatisfied

30%14%22%9%6%6%2%4%8%4%6%7%

be

13241842181419505767449Fairly Satisfied
9%15%11%12%27%25%28%27%21%30%25%24%

c

24517280364162611171116770Very Satisfied
17%20%29%46%41%42%32%37%46%37%43%42%

be

Don't Know (DO NOT READ
576101702082022575167456OUT)

43%37%38%28%25%24%39%31%23%27%24%25%

abc

3762146358130451611281841220NET: Satisfied
26%35%40%58%67%68%59%65%66%67%67%66%

-3-21018**64730NET: Dissatisfied
-%14%-%4%1%2%*%*%2%2%3%2%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

9462-39613899813Very Dissatisfied
1%1%11%*%-%1%1%1%1%1%1%1%1%1%

a

12637-21612161516141618Fairly Dissatisfied
1%2%6%*%-%1%1%1%1%1%1%1%1%1%

ba

Neither Satisfied Nor
99321074-23108641279010784106131Dissatisfied

6%13%18%5%-%6%7%7%7%7%7%7%7%7%

ba

3767383751100406252437310395295388449Fairly Satisfied
24%28%15%24%41%28%25%27%25%24%24%24%24%24%

6997137382156678406741532675502660770Very Satisfied
44%28%6%47%59%44%42%43%42%41%42%41%42%42%

ab

Don't Know (DO NOT READ
3857124369-71406210429334412311410456OUT)

24%28%45%24%-%20%25%22%24%26%26%26%26%25%

ac

1075144111113325610846581178842107079710471220NET: Satisfied
68%56%20%71%100%72%67%69%67%65%66%66%66%66%

abb

2110910-52518292325232430NET: Dissatisfied
1%4%17%1%-%1%2%2%2%2%2%2%2%2%

ba
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

6710-22822--213Very Dissatisfied
1%1%1%-%1%1%1%1%1%-%-%1%1%

991314311432-418Fairly Dissatisfied
1%1%1%1%2%1%1%2%1%4%-%2%1%

b

Neither Satisfied Nor
5477117212248522194*17131Dissatisfied

6%8%7%3%6%8%6%13%9%7%4%7%7%

b

198252379185075344315513255449Fairly Satisfied
24%25%24%24%27%25%25%18%25%24%34%23%24%

aa

37539567227651145826493212104770Very Satisfied
45%40%43%36%35%39%43%38%42%39%30%43%42%

aa

Don't Know (DO NOT READ
195261368275475330454914258456OUT)

23%26%24%36%29%26%24%27%22%25%32%24%25%

c

573647105245115189926951483441591220NET: Satisfied
68%65%67%60%62%65%68%57%67%63%64%66%66%

aa

15152416519742-630NET: Dissatisfied
2%2%2%1%3%2%1%4%2%4%-%3%2%

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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

1-*-********13Very Dissatisfied
1%-%*%-%*%*%2%1%1%*%3%*%1%

a

111*11**-*1318Fairly Dissatisfied
2%7%1%*%1%2%*%*%-%*%10%2%1%

abacd

Neither Satisfied Nor
327135145518131Dissatisfied
5%14%7%3%6%6%6%8%20%8%9%5%7%

adac

2362781220512718439449Fairly Satisfied
32%39%27%18%25%25%28%25%27%28%33%27%24%

aa

213342421277171022455770Very Satisfied
29%21%33%57%46%34%35%35%35%33%34%38%42%

bcdc

Don't Know (DO NOT READ
2233391027615520139456OUT)
31%18%32%22%23%33%30%32%17%31%12%27%25%

dbdb

43961323347122917408941220NET: Satisfied
61%60%59%75%71%59%63%59%62%61%66%65%66%

bdc

212*12****1330NET: Dissatisfied
3%7%2%*%1%2%2%1%1%1%12%2%2%

aacd
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

4312--1*1*-*13Very Dissatisfied
3%2%*%1%-%-%1%*%1%1%-%*%1%

adghj

--2*31115-*418Fairly Dissatisfied
-%-%1%*%2%1%1%1%2%-%*%2%1%

Neither Satisfied Nor
10817714108816*1320131Dissatisfied

8%5%10%4%11%7%8%7%7%1%9%7%7%

ii

203439383442283167164555449Fairly Satisfied
17%21%23%20%25%31%26%27%27%31%33%20%24%

aikllalaikl

4971477156564956862568137770Very Satisfied
41%43%28%37%42%41%46%48%35%48%50%50%42%

jjjjdjdjjdijdij

Don't Know (DO NOT READ
37486272282619216991055456OUT)
31%29%37%38%21%20%18%18%28%18%7%20%25%

abefgabefgabcdefghabcdefghbbbbabefgb

691058611089987887153411131931220NET: Satisfied
58%64%51%57%67%72%73%74%63%80%83%71%66%

jjdijldijldijljdijladghijkldijl

433231226**530NET: Dissatisfied
3%2%2%1%2%1%2%1%3%1%*%2%2%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

723113Very Dissatisfied
2%*%1%*%1%

a

247518Fairly Dissatisfied
*%1%2%1%1%

Neither Satisfied Nor
34313234131Dissatisfied

8%7%7%7%7%

93114126117449Fairly Satisfied
21%25%27%25%24%

d

167183191230770Very Satisfied
37%40%41%50%42%

bcd

Don't Know (DO NOT READ
14712610974456OUT)

33%27%23%16%25%

abaa

2602973173461220NET: Satisfied
58%65%68%75%66%

ddbcd

9610630NET: Dissatisfied
2%1%2%1%2%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

-248152*113436Very Dissatisfied
-%4%4%2%2%3%1%3%3%2%2%

ee

15413342*-28082Fairly Dissatisfied
1%10%4%3%5%2%2%-%3%5%4%

beecce

Neither Satisfied Nor
31211579010236256266Dissatisfied
8%24%11%14%14%14%15%16%13%15%14%

abcee

15836143226263617575601Fairly Satisfied
34%17%34%34%35%34%27%36%34%33%33%

dddd

222042154241305619679709Very Satisfied
50%41%39%37%37%39%47%36%39%39%39%

ab

Don't Know (DO NOT READ
32946416114136143OUT)
7%5%8%11%6%8%7%8%8%8%8%

a

362878297466568133512541310NET: Satisfied
84%58%73%71%72%73%74%72%73%71%71%

abcdddd

17821494*13114118NET: Dissatisfied
1%14%8%5%8%5%3%3%6%6%6%

beee
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

-233262*232112336Very Dissatisfied
-%2%3%2%4%1%*%1%2%3%4%2%1%2%

mgmmfgmmgmfgjmm

335711211111111-73582Fairly Dissatisfied
3%3%5%5%8%7%6%4%8%-%3%3%2%4%

acdlmacdlacdlm

Neither Satisfied Nor
9161722430223140201281833266Dissatisfied

11%17%17%14%20%15%17%14%14%2%10%16%16%14%

dcdmcdmdcdmddddddd

3224345113956591094124843960601Fairly Satisfied
38%26%35%33%26%38%33%38%29%37%31%35%29%33%

ilillilil

38393359957486410649311084095709Very Satisfied
45%43%34%38%38%33%36%37%35%49%40%36%46%39%

ehjkkhkehk

Don't Know (DO NOT READ
39612687151917633911143OUT)
3%10%6%8%5%5%9%7%12%9%12%8%5%8%

mmmahikmmafhijkm

6963681110961041242159055192781541310NET: Satisfied
83%68%69%71%63%71%68%75%64%86%71%71%75%71%

abcefghieibceghijklei

jkl

348103181311141421958118NET: Dissatisfied
3%4%8%7%12%9%6%5%10%3%7%5%4%6%

mmafjlmmaflm
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

13523428-*5*-3-36Very Dissatisfied
*%2%1%2%4%-%1%1%*%-%2%-%2%

bbdeg

4782161297223729282Fairly Dissatisfied
2%5%5%4%4%5%3%4%4%4%6%7%4%

Neither Satisfied Nor
18248721941052028040676266Dissatisfied
10%15%17%14%15%15%4%16%21%13%5%17%14%

babfbfbfbfhbbf

60541141460230522215455176011601Fairly Satisfied
33%33%34%32%32%38%39%30%30%36%42%31%33%

edeh

86623161548271492821264175513709Very Satisfied
47%38%39%39%38%36%50%41%35%36%38%35%39%

adgh

Don't Know (DO NOT READ
1412919124539240185114143OUT)

8%8%5%9%7%6%4%8%10%11%8%11%8%

b

147116330210085011014936512034114241310NET: Satisfied
80%70%73%71%70%74%89%71%64%72%80%65%71%

adacdeghadeh

5113239558722882122118NET: Dissatisfied
3%7%6%7%8%5%4%5%4%4%8%7%6%

bd
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

21023*3636Very Dissatisfied
1%4%2%*%2%2%

cc

101852*8182Fairly Dissatisfied
3%6%5%*%5%4%

cb

Neither Satisfied Nor
655214215252266Dissatisfied
17%19%12%13%15%14%

aa

1238638934566601Fairly Satisfied
32%32%34%30%33%33%

1618745250660709Very Satisfied
42%32%39%43%38%39%

bb

Don't Know (DO NOT READ
26189616126143OUT)

7%7%8%14%7%8%

a

2841738418412261310NET: Satisfied
73%64%73%73%71%71%

bb

1327751117118NET: Dissatisfied
3%10%6%1%7%6%

accb
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

31617-36------33336Very Dissatisfied
1%2%2%-%2%-%-%-%-%-%-%1%2%2%

143534379-----3116882Fairly Dissatisfied
5%5%4%9%4%-%-%-%-%-%11%5%4%4%

abi

Neither Satisfied Nor
371011296260*----631229266Dissatisfied
14%14%15%19%14%100%-%-%-%-%24%13%15%14%

b

8023928110591--122571521601Fairly Satisfied
30%33%33%30%33%-%-%100%89%45%21%30%33%33%

11527731711698---*29104594709Very Satisfied
43%39%37%35%39%-%-%-%11%55%35%44%38%39%

a

Don't Know (DO NOT READ
2048742140-----218123143OUT)

7%7%9%7%8%-%-%-%-%-%9%7%8%8%

195516599211289--1241417411151310NET: Satisfied
73%72%70%65%71%-%-%100%100%100%55%74%71%71%

ccc

1751503115-----314101118NET: Dissatisfied
6%7%6%9%6%-%-%-%-%-%11%6%6%6%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2*1*11823161022112136Very Dissatisfied
-%50%2%3%*%2%2%2%4%2%2%2%2%2%

abcdf

---1114852182452364682Fairly Dissatisfied
-%-%-%5%5%1%5%5%4%4%4%5%4%4%

Neither Satisfied Nor
*2*2761691696982186117169266Dissatisfied

100%45%10%14%31%11%16%15%17%15%16%17%16%14%

ab

-*17320347358122172378219343601Fairly Satisfied
-%3%45%41%14%38%32%33%30%32%32%33%33%33%

cc

-*141020411425149205447257390709Very Satisfied
-%3%43%24%45%39%38%39%36%39%38%38%37%39%

Don't Know (DO NOT READ
---21479673940863380143OUT)
-%-%-%13%5%7%7%6%9%7%7%5%8%8%

bfbbb

-*21113407587832713778254767321310NET: Satisfied
-%5%88%65%58%78%71%72%66%71%70%71%70%71%

ceeee

-2*11266743433744767118NET: Dissatisfied
-%50%2%9%5%4%6%7%8%6%6%7%6%6%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-5657----*--936Very Dissatisfied
-%3%2%2%2%-%-%-%-%1%-%-%2%2%

*691719------12282Fairly Dissatisfied
3%3%3%6%4%-%-%-%-%-%-%11%4%4%

Neither Satisfied Nor
336403770*-*-22-78266Dissatisfied

32%21%15%13%16%24%-%30%-%31%30%-%15%14%

bc

1509481151*-**2**169601Fairly Satisfied
10%29%34%29%35%66%-%56%100%35%5%5%33%33%

669116112144*-*--46195709Very Satisfied
56%40%42%40%33%10%-%13%-%-%65%61%38%39%

a

Don't Know (DO NOT READ
-783041----2-236143OUT)
-%4%3%11%10%-%-%-%-%34%-%23%7%8%

cdcd

7120210193296*-**2563641310NET: Satisfied
65%69%77%68%68%76%-%70%100%35%70%66%71%71%

abd

*10152225----*-132118NET: Dissatisfied
3%6%5%8%6%-%-%-%-%1%-%11%6%6%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

*21*365-5-12-736Very Dissatisfied
8%2%1%2%3%-%1%-%1%1%-%4%2%

b

-51775521713105582Fairly Dissatisfied
-%4%7%4%3%7%5%35%4%7%4%3%4%

a

Neither Satisfied Nor
*1861125529449111241727266Dissatisfied
7%16%12%15%18%16%14%26%15%17%14%14%14%

*37825575506115*21514060601Fairly Satisfied
6%32%27%33%31%28%33%15%29%36%33%31%33%

544245664636133133534772709Very Satisfied
79%38%48%38%39%27%39%23%45%37%40%37%39%

a

Don't Know (DO NOT READ
*86413910525-541021143OUT)
1%7%4%8%6%22%7%-%6%3%9%11%8%

accc

582070123911413249154104871311310NET: Satisfied
84%70%76%71%70%54%72%38%73%72%73%69%71%

b

*727111102211412512118NET: Dissatisfied
8%6%8%6%6%7%6%35%5%8%4%6%6%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-21610*9-1**36Very Dissatisfied
-%2%2%3%*%2%-%*%*%1%2%

-54414716196282Fairly Dissatisfied
-%4%4%4%6%4%7%5%5%4%4%

Neither Satisfied Nor
-15161491864122209266Dissatisfied
-%14%17%15%14%16%7%13%16%15%14%

-46313125411312643918601Fairly Satisfied
-%41%32%38%32%33%11%36%31%30%33%

bb

-383661125315212715128709Very Satisfied
-%33%37%34%41%38%74%40%41%46%39%

Don't Know (DO NOT READ
-877151030*1173143OUT)
-%7%8%5%8%7%1%6%6%5%8%

a

-84679237952831313489461310NET: Satisfied
-%74%70%73%73%70%85%76%73%75%71%

-760247261963118NET: Dissatisfied
-%6%6%7%6%6%7%5%5%4%6%
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-1418101121-245-29336Very Dissatisfied
-%2%2%2%2%2%-%2%1%2%-%2%2%1%2%

-2641183445-71220-6301982Fairly Dissatisfied
-%4%4%4%5%4%-%7%4%6%-%7%5%7%4%

Neither Satisfied Nor
*11614366115167-135345-910042266Dissatisfied
5%17%16%15%17%16%-%13%16%13%-%11%17%16%14%

1235308149218343438113116-2918295601Fairly Satisfied
26%34%34%33%33%33%97%37%34%35%-%37%32%36%33%

4250340171256388*37131124-3022293709Very Satisfied
69%36%37%38%38%37%3%36%39%37%-%38%39%35%39%

Don't Know (DO NOT READ
-5158343380-52224-43112143OUT)
-%7%6%8%5%8%-%5%7%7%-%5%5%4%8%

bb

5485647321474731475244240-604041881310NET: Satisfied
95%70%71%72%71%70%100%73%73%72%-%75%70%71%71%

-4059274666-101626-73923118NET: Dissatisfied
-%6%6%6%7%6%-%9%5%8%-%9%7%9%6%

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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

**2*14122273636Very Dissatisfied
*%3%11%*%2%1%4%3%3%2%2%2%

-1253037451751182Fairly Dissatisfied
-%7%14%14%4%4%7%7%7%3%4%4%

bb

Neither Satisfied Nor
3546115139712353940266Dissatisfied

25%25%23%16%17%16%14%17%14%21%15%14%

ac

342112342832031856395601Fairly Satisfied
27%24%12%30%34%33%41%45%35%33%35%33%

b

4861424732312188563103709Very Satisfied
33%42%39%38%36%38%24%26%35%33%38%39%

ede

Don't Know (DO NOT READ
2--1496552141819143OUT)

16%-%-%2%7%8%10%3%6%9%7%8%

dd

71282548160732491701261981310NET: Satisfied
59%66%51%68%70%71%64%70%70%66%72%71%

*24544496724817118NET: Dissatisfied
*%10%25%14%6%6%11%10%10%4%6%6%

bbb
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

315814-83018362731263136Very Dissatisfied
2%2%15%1%-%2%2%2%2%2%2%2%2%2%

a

59231049-177644806277647582Fairly Dissatisfied
4%9%20%3%-%5%5%5%5%5%5%5%5%4%

ba

Neither Satisfied Nor
2174911185152239130259183234187234266Dissatisfied

14%19%21%12%41%15%15%14%15%14%15%15%15%14%

ba

513888535-131519352586439518393509601Fairly Satisfied
32%34%15%34%-%37%32%37%33%34%32%32%32%33%

bbb

6377276752125632347675481623456610709Very Satisfied
40%28%13%43%59%35%39%37%38%37%39%38%38%39%

ab

Don't Know (DO NOT READ
122209108-23128601279813089128143OUT)

8%8%17%7%-%6%8%6%7%8%8%7%8%8%

a

1150160151210225511516991261920114184911191310NET: Satisfied
73%62%28%77%59%72%71%74%72%71%71%70%71%71%

ab

90281863-25105621158910889106118NET: Dissatisfied
6%11%34%4%-%7%6%7%7%7%7%7%7%6%

ba
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

1224332252831--136Very Dissatisfied
1%2%2%2%1%2%2%2%*%-%-%*%2%

3051667818531164*682Fairly Dissatisfied
4%5%4%10%5%6%4%6%3%7%2%3%4%

cb

Neither Satisfied Nor
11415322812234918231248*28266Dissatisfied

14%15%15%16%12%17%13%19%11%14%2%12%14%

b

2523495172557105437578114281601Fairly Satisfied
30%35%33%32%30%36%32%34%37%26%33%34%33%

b

3613496012679935575593264109709Very Satisfied
43%35%39%34%42%32%41%33%42%48%60%45%39%

aac

Don't Know (DO NOT READ
68751154182310411152*15143OUT)

8%8%7%6%10%8%8%7%7%4%4%6%8%

6126981118501361999931121744061901310NET: Satisfied
73%70%72%66%73%68%73%66%79%74%92%79%71%

ac

43759991023811474*7118NET: Dissatisfied
5%8%6%12%5%8%6%8%3%7%2%3%6%

bac
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

2*321***11*236Very Dissatisfied
3%*%2%6%3%*%2%1%4%2%4%1%2%

429113*2322982Fairly Dissatisfied
5%14%9%3%3%4%2%4%11%4%18%7%4%

aacac

Neither Satisfied Nor
6214571238610*20266Dissatisfied
8%17%14%13%14%14%14%17%21%15%4%14%14%

bbb

2743871526617823345601Fairly Satisfied
39%29%36%16%32%33%33%34%29%35%26%31%33%

aa

23430232029919924352709Very Satisfied
33%24%29%55%43%36%48%39%33%37%28%36%39%

bcd

Don't Know (DO NOT READ
8293210*2*5215143OUT)

12%15%9%8%5%13%1%4%1%7%20%10%8%

abdacdd

51868303555153517476971310NET: Satisfied
72%53%66%71%75%68%81%73%62%72%53%68%71%

cbb

62123341244312118NET: Dissatisfied
8%15%12%8%5%5%3%5%16%6%22%8%6%

acac
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

44652*1*722236Very Dissatisfied
4%3%4%3%1%*%1%*%3%3%1%1%2%

aegaegae

25116106731728582Fairly Dissatisfied
2%3%7%3%7%4%6%2%7%3%6%2%4%

alalalaela

Neither Satisfied Nor
26132739211914163052035266Dissatisfied
22%8%16%20%16%14%13%14%12%11%15%13%14%

adfkkadkk

385157554449343780214490601Fairly Satisfied
32%31%34%29%33%36%31%32%33%42%32%33%33%

4669567352514449831557115709Very Satisfied
39%42%33%38%39%38%41%42%34%29%42%42%39%

dj

Don't Know (DO NOT READ
2201113410711256627143OUT)
2%12%7%7%3%8%7%9%10%12%4%10%8%

bhlllllhlbhlhlhl

84120113128961007786164361012041310NET: Satisfied
71%74%67%67%72%74%73%74%67%71%74%75%71%

d

610171111683253107118NET: Dissatisfied
5%6%10%6%9%5%7%3%10%7%7%3%6%

aeaeaaega
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

1579636Very Dissatisfied
3%2%2%1%2%

a

1822271582Fairly Dissatisfied
4%5%6%3%4%

a

Neither Satisfied Nor
66796160266Dissatisfied
15%17%13%13%14%

b

146149151155601Fairly Satisfied
33%32%32%34%33%

171176176186709Very Satisfied
38%38%38%40%39%

Don't Know (DO NOT READ
33274339143OUT)

7%6%9%8%8%

c

3173253273411310NET: Satisfied
71%71%70%74%71%

33293621118NET: Dissatisfied
7%6%8%4%6%

a
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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 on a 5 point scale where 1 is very dissatisfied
and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

*264201*114748Very Dissatisfied
1%3%5%1%3%2%1%4%1%3%3%

bebb

14520243**26971Fairly Dissatisfied
3%8%4%5%4%4%2%2%5%4%4%

Neither Satisfied Nor
441145728125180189Dissatisfied
9%8%10%11%11%11%14%13%10%10%10%

833188145203512346366Fairly Satisfied
18%7%29%21%22%27%31%27%26%20%20%

dbdeddaaaa

2732452243383648249681004Very Satisfied
63%66%42%53%52%48%41%44%50%55%55%

abcabccccde

Don't Know (DO NOT READ
341040487124151159OUT)
6%8%9%9%7%10%11%10%9%9%9%

353576312483568133613141370NET: Satisfied
81%73%71%74%75%74%72%71%76%75%75%

251024444*13115119NET: Dissatisfied
4%11%10%6%7%5%3%6%6%7%6%

e
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

22340564121172248Very Dissatisfied
3%3%3%3%3%4%2%4%1%2%3%2%1%3%

a

233639931063144671Fairly Dissatisfied
2%4%3%4%6%6%2%3%4%5%5%4%3%4%

gmgm

Neither Satisfied Nor
8101016123181627153281615189Dissatisfied
9%11%11%10%15%12%9%9%11%4%10%14%7%10%

ad

18211631023223664259592547366Fairly Satisfied
22%23%16%20%16%15%20%22%18%15%22%22%23%20%

k

46475685576841071548447132551151004Very Satisfied
55%51%57%55%50%57%59%53%59%73%49%50%56%55%

cccabcfhijklm

Don't Know (DO NOT READ
899133149142211132922159OUT)
9%9%9%9%9%6%8%8%8%2%12%8%11%9%

ddddd

656872116510010614321910956191801621370NET: Satisfied
77%74%73%75%66%72%79%76%77%88%70%72%78%75%

iiciiibcfhijkli

4661031515721642167119NET: Dissatisfied
5%6%7%7%10%10%4%7%5%6%8%5%4%6%

agagm
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

7411137182*162*6448Very Dissatisfied
4%2%3%3%3%1%1%3%1%1%4%9%3%

dcdefgh

4671952287-191112271Fairly Dissatisfied
2%4%5%4%4%5%-%4%6%3%2%5%4%

bfbf

Neither Satisfied Nor
2316638151809361165114189Dissatisfied
12%10%9%11%11%7%6%12%8%11%8%10%10%

2733984282148338103304355366Fairly Satisfied
14%21%20%20%21%24%14%20%16%8%24%13%20%

bccccd

10589923976538270342861032877211004Very Satisfied
57%54%57%54%53%51%62%56%56%60%54%57%55%

Don't Know (DO NOT READ
191402513359151028248122159OUT)
10%8%6%9%8%11%18%5%13%18%8%5%9%

beeabehehabeh

131123932310475301034238913432112261370NET: Satisfied
72%75%78%74%74%76%76%76%72%68%78%70%75%

111083089479*3512295119NET: Dissatisfied
6%7%7%6%7%7%1%7%7%3%6%14%6%

fffffbcefh
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

1692224648Very Dissatisfied
4%3%2%2%3%3%

a

20143717171Fairly Dissatisfied
5%5%3%1%4%4%

a

Neither Satisfied Nor
53281049180189Dissatisfied
14%10%9%7%10%10%

a

847020727338366Fairly Satisfied
22%26%18%24%20%20%

a

186125680719331004Very Satisfied
48%46%59%62%54%55%

bc

Don't Know (DO NOT READ
28241036153159OUT)

7%9%9%5%9%9%

2701958879812721370NET: Satisfied
70%72%77%85%74%75%

ca

3724593116119NET: Dissatisfied
9%9%5%2%7%6%

aa
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

151617543-----5103348Very Dissatisfied
6%2%2%17%2%-%-%-%-%-%21%4%2%3%

ababiabia

183815170-----1175371Fairly Dissatisfied
7%5%2%4%4%-%-%-%-%-%5%7%3%4%

aaai

Neither Satisfied Nor
3473817182--*-4327155189Dissatisfied
13%10%10%22%10%-%-%18%-%88%13%12%10%10%

abi

7715713211355*-*2*866289366Fairly Satisfied
29%22%15%34%20%100%-%82%84%1%34%28%18%20%

abaaiaiai

1073785197998---**61018971004Very Satisfied
40%53%61%21%55%-%-%-%16%7%24%43%57%55%

cbcbcjcjbcj

Don't Know (DO NOT READ
1755871158----*116142159OUT)

6%8%10%3%9%-%-%-%-%3%3%7%9%9%

c

184535651181353*-*2*1416711861370NET: Satisfied
69%75%76%55%75%100%-%82%100%9%58%71%76%75%

cccjjbcj

3354337113-----72686119NET: Dissatisfied
12%7%4%21%6%-%-%-%-%-%26%11%5%6%

abaabiabiai
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-21-242836142836203048Very Dissatisfied
-%50%38%-%8%7%3%3%3%5%3%3%3%3%

aaabcf

--*1-54651173151304971Fairly Dissatisfied
-%-%2%3%-%9%4%5%4%6%4%4%5%4%

a

Neither Satisfied Nor
-*-2539910759661106398189Dissatisfied
-%3%-%13%24%6%9%10%14%12%9%9%9%10%

ababcfac

*-1651323222293121258167222366Fairly Satisfied
100%-%43%35%20%25%22%20%23%23%22%25%21%20%

af

-2*711195595781772445973425351004Very Satisfied
-%48%18%41%46%37%52%53%43%46%51%51%51%55%

bdededede

Don't Know (DO NOT READ
---11810999524211950115159OUT)
-%-%-%8%3%16%10%9%13%8%10%7%11%9%

cbdfbbd

*221315327918002713658555107571370NET: Satisfied
100%48%60%76%65%62%74%73%66%69%73%76%72%75%

bdededee

-2112874873059875079119NET: Dissatisfied
-%50%40%3%8%16%7%8%7%11%7%7%8%6%

aabcef
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-613610----2142248Very Dissatisfied
-%4%5%2%2%-%-%-%-%31%14%40%4%3%

-10131118-----*13071Fairly Dissatisfied
-%5%5%4%4%-%-%-%-%-%3%11%6%4%

Neither Satisfied Nor
-16232545----2-163189Dissatisfied
-%9%8%9%11%-%-%-%-%35%-%15%12%10%

448497383*-*--23116366Fairly Satisfied
36%28%18%26%19%68%-%87%-%-%32%33%23%20%

acac

582151137222*-***3*2411004Very Satisfied
49%47%55%49%52%32%-%13%100%1%38%2%47%55%

d

Don't Know (DO NOT READ
211252953----21-39159OUT)

15%6%9%10%12%-%-%-%-%34%14%-%8%9%

d

91302002103051-***533571370NET: Satisfied
85%75%73%75%71%100%-%100%100%1%70%34%70%75%

-16261729----21551119NET: Dissatisfied
-%9%9%6%7%-%-%-%-%31%17%51%10%6%
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-364447615-966748Very Dissatisfied
-%3%4%3%5%25%4%-%12%4%5%4%3%

acabc

-515668*2314117871Fairly Dissatisfied
-%4%5%4%5%1%7%35%5%8%6%4%4%

Neither Satisfied Nor
*1101317617346-8201225189Dissatisfied
1%9%14%10%11%11%13%-%11%14%10%13%10%

32542134534582127342435366Fairly Satisfied
55%22%23%20%21%20%24%21%37%24%20%18%20%

abc

3595439618091531236558971004Very Satisfied
44%51%46%55%50%39%44%31%32%45%49%51%55%

ddd

Don't Know (DO NOT READ
-119715215126*281219159OUT)
-%10%7%9%9%4%8%12%3%5%10%10%9%

dd

68486413061141423525099821331370NET: Satisfied
99%73%69%75%71%59%68%52%68%69%69%69%75%

-87911016637113181314119NET: Dissatisfied
-%7%10%6%10%26%11%35%18%12%11%8%6%

aca

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 118  (continuation)                                                                                                                                                  Page 2157

Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-32810721378448Very Dissatisfied
-%3%3%3%5%5%18%4%6%6%3%

-84822724*127471Fairly Dissatisfied
-%7%5%7%5%6%2%7%6%6%4%

Neither Satisfied Nor
-12893024423282212189Dissatisfied
-%11%9%9%19%10%19%16%18%19%10%

a

-402076431903442615366Fairly Satisfied
-%35%21%20%24%22%18%25%21%24%20%

ab

-424961725019557248271004Very Satisfied
-%37%51%53%38%48%32%41%39%43%55%

ccb

Don't Know (DO NOT READ
-9108271230215121159OUT)
-%8%11%8%9%7%11%8%10%2%9%

a

-8270323680285811574421370NET: Satisfied
-%72%72%73%62%71%50%65%60%68%75%

b

-1176331445318157119NET: Dissatisfied
-%10%8%10%11%11%20%10%12%12%6%
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-2625242030-102217-5171348Very Dissatisfied
-%4%3%5%3%3%-%10%7%5%-%6%3%5%3%

abab

-3140292949-102123-6301871Fairly Dissatisfied
-%4%4%7%4%5%-%10%6%7%-%7%5%7%4%

Neither Satisfied Nor
*6379526298*113349-55615189Dissatisfied
9%9%9%12%9%9%11%11%10%15%-%6%10%6%10%

ba

11652021041652194358473-3314072366Fairly Satisfied
28%24%22%23%25%21%84%34%25%22%-%41%24%27%20%

aabab

3334478207341534*30152151-252921251004Very Satisfied
62%48%53%46%51%51%5%29%45%45%-%32%51%47%55%

bccccc

Don't Know (DO NOT READ
-74833250115-62320-64121159OUT)
-%11%9%7%7%11%-%6%7%6%-%8%7%8%9%

bc

5498679310506753465236225-584321971370NET: Satisfied
91%72%75%69%76%72%89%63%70%67%-%73%75%74%75%

ac

-5765535079-204341-114631119NET: Dissatisfied
-%8%7%12%7%8%-%20%13%12%-%13%8%12%6%

ababbb
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

252124256711141548Very Dissatisfied
16%24%11%3%4%3%12%11%5%7%5%3%

acc

*2-135427917161771Fairly Dissatisfied
2%13%-%2%5%5%14%13%7%8%6%4%

aca

Neither Satisfied Nor
24576280810292631189Dissatisfied

19%20%34%20%9%9%17%14%12%14%11%10%

64591601761625575165366Fairly Satisfied
49%20%31%24%23%21%32%36%23%27%24%20%

ac

*41143354541117117711281004Very Satisfied
3%23%8%40%49%53%21%25%48%37%47%55%

bdedebde

Don't Know (DO NOT READ
1-34738321111318159OUT)

11%-%16%11%11%10%4%2%5%7%6%9%

d

6862349463027421741211931370NET: Satisfied
52%43%39%64%72%73%53%61%72%64%70%75%

bdee

272259671316283032119NET: Dissatisfied
18%37%11%5%9%8%26%23%12%16%12%6%

abcac
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

23251621-123729483542384048Very Dissatisfied
1%10%29%1%-%3%2%3%3%3%3%3%3%3%

ba

4131837-166741705267546671Fairly Dissatisfied
3%12%16%2%-%5%4%4%4%4%4%4%4%4%

ba

Neither Satisfied Nor
125641012014116397177129159122158189Dissatisfied

8%25%20%8%36%11%10%10%10%10%10%10%10%10%

ba

303637315*101325193359258322249316366Fairly Satisfied
19%25%13%20%5%28%20%20%20%20%20%21%20%20%

bab

942628940-1628965199587118806518651004Very Satisfied
60%24%16%60%-%46%55%55%54%55%55%54%54%55%

abcc

Don't Know (DO NOT READ
14612413322413470151105143100143159OUT)

9%5%7%9%59%7%8%7%9%8%9%8%9%9%

a

1245125151255*26212227121317970120390011811370NET: Satisfied
79%49%29%80%5%74%75%75%75%75%75%74%74%75%

ab

64552458-28104701178610892106119NET: Dissatisfied
4%21%45%4%-%8%6%7%7%7%7%8%7%6%

ba
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

21272741712231384-1248Very Dissatisfied
3%3%2%5%9%4%2%8%4%7%-%5%3%

ccbbc

254754612184112131*1271Fairly Dissatisfied
3%5%3%7%6%6%3%7%6%2%4%5%4%

bcbb

Neither Satisfied Nor
959315482632129283312*38189Dissatisfied
11%9%10%10%14%11%9%17%15%22%3%16%10%

bc

155211305134864259425214360366Fairly Satisfied
19%21%20%17%25%22%19%25%24%27%37%25%20%

cb

472533882387414278569992041031004Very Satisfied
56%53%57%51%40%48%58%41%45%38%55%43%55%

aac

Don't Know (DO NOT READ
689013889251235152*15159OUT)

8%9%9%10%5%9%9%3%7%4%1%6%9%

aa

62774311875112220610441111513561621370NET: Satisfied
75%74%76%67%65%70%77%66%68%65%92%68%75%

aac

467381929306425225*24119NET: Dissatisfied
5%7%5%12%16%10%5%15%10%9%4%10%6%

ccbb
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

1-32323223*348Very Dissatisfied
1%-%3%4%6%3%17%5%8%5%3%2%3%

acda

325345*2332971Fairly Dissatisfied
5%14%5%6%8%6%*%5%12%5%18%6%4%

bac

Neither Satisfied Nor
4*124485489*14189Dissatisfied
5%3%12%9%9%10%25%9%28%14%4%10%10%

dacdabcb

2132210912211514529366Fairly Satisfied
30%20%21%23%19%15%13%22%17%21%41%20%20%

acd

339502123417269314701004Very Satisfied
48%61%48%49%50%51%37%54%31%48%33%49%55%

bdbd

Don't Know (DO NOT READ
8*1144122314*18159OUT)

11%1%11%9%8%15%8%6%5%7%2%12%9%

abcd

54127230325393713459991370NET: Satisfied
77%81%69%71%69%67%49%76%48%69%74%69%75%

bbbddd

4284673567213119NET: Dissatisfied
6%14%8%10%14%9%17%10%20%10%20%9%6%

aca
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

393763116-7248Very Dissatisfied
3%6%2%3%4%2%1%1%2%-%5%1%3%

adefjaaaef

-*88572101448671Fairly Dissatisfied
-%*%5%4%4%5%2%9%6%8%6%2%4%

klklklklafklaklklkl

Neither Satisfied Nor
152122241716144243721189Dissatisfied
12%13%13%13%13%12%14%3%10%6%5%8%10%

ebebebebeebee

19182838273225285893845366Fairly Satisfied
16%11%17%20%20%23%23%24%24%19%28%17%20%

kkkkkakajkl

749888957473585911628721701004Very Satisfied
63%60%52%50%55%54%55%50%47%54%53%62%55%

deiddeij

Don't Know (DO NOT READ
717191855615277428159OUT)
6%10%11%10%4%4%6%13%11%14%3%10%9%

bghbghbghbfghlbfghbghbgh

941161161341011058386174371102151370NET: Satisfied
79%71%69%70%76%78%78%74%71%73%81%79%75%

dijdij

3911151010311194158119NET: Dissatisfied
3%6%6%8%8%7%3%10%8%8%11%3%6%

aaaaflaflafl
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

151581048Very Dissatisfied
3%3%2%2%3%

820261771Fairly Dissatisfied
2%4%6%4%4%

dd

Neither Satisfied Nor
57584331189Dissatisfied
13%13%9%7%10%

aba

669711093366Fairly Satisfied
15%21%24%20%20%

ddd

2602422332691004Very Satisfied
58%53%50%58%55%

bb

Don't Know (DO NOT READ
43284840159OUT)
10%6%10%9%9%

cc

3263393433621370NET: Satisfied
73%74%73%79%75%

bd

23353427119NET: Dissatisfied
5%8%7%6%6%
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Amount / level of lost post sent (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

32825404112101105Very Dissatisfied
6%5%7%6%6%5%9%5%5%6%6%

26738607124184190Fairly Dissatisfied
4%12%6%9%9%9%6%9%9%10%10%

ee

Neither Satisfied Nor
91542139207243516587611Dissatisfied

20%30%40%33%32%32%29%30%33%33%33%

eee

15933125203253615510535Fairly Satisfied
34%19%31%30%31%33%32%35%32%29%29%

dd

1516158812915239360374Very Satisfied
35%33%14%21%20%19%23%18%19%20%20%

abcabc

Don't Know (DO NOT READ
*-1572*112022OUT)
1%-%1%1%1%2%2%3%2%1%1%

a

302549213332406925870909NET: Satisfied
69%53%46%50%51%52%55%53%51%49%50%

abcd

48156310011137284295NET: Dissatisfied
10%17%14%15%16%14%14%14%14%16%16%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

6598535171681121014105Very Dissatisfied
7%5%9%5%2%4%9%5%5%2%4%9%7%6%

ichijiii

1111111571714223213233914190Fairly Dissatisfied
14%12%11%10%11%9%12%11%10%3%12%8%7%10%

addddd

Neither Satisfied Nor
2628365214943511064622824775611Dissatisfied
31%31%36%33%32%29%28%37%32%35%30%42%36%33%

cghl

273022456494954814818732362535Fairly Satisfied
32%32%23%29%32%33%30%28%34%27%27%21%30%29%

kbkkkbkbk

141918324323238522519691938374Very Satisfied
16%20%19%21%21%22%21%18%18%30%25%17%18%20%

fkmfm

Don't Know (DO NOT READ
1*21914*11242422OUT)
1%*%2%1%1%3%*%*%1%3%1%2%2%1%

lfglglll

40494178081819213373371424299909NET: Satisfied
48%53%41%50%53%55%51%46%52%57%52%38%48%50%

bkbkbkbkkbkbk

17162024220193948213451928295NET: Dissatisfied
20%17%20%16%13%13%21%17%15%5%16%17%14%16%

dddjddddd
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

99623813673371138*105Very Dissatisfied
5%6%6%6%5%5%5%7%6%5%6%*%6%

a

2316749141811575617176190Fairly Dissatisfied
13%10%12%10%11%11%13%11%9%3%5%15%10%

bbbcbbc

Neither Satisfied Nor
46565141470254501316352184712611Dissatisfied
25%34%34%33%35%37%23%32%28%39%32%32%33%

bdfff

60475123412199441314259135114535Fairly Satisfied
33%29%30%29%28%32%23%28%32%29%35%38%29%

eh

423327530013721201064410306374Very Satisfied
23%20%18%21%19%15%36%21%24%22%21%15%20%

abdegh

Don't Know (DO NOT READ
3196169-*8311-22OUT)
2%1%1%1%1%-%*%2%2%1%*%-%1%

1038071987123366533249102248120909NET: Satisfied
56%49%47%50%47%47%59%48%55%51%57%53%50%

ahheh

3226372223117221093284156295NET: Dissatisfied
17%16%17%16%16%16%19%18%15%9%11%15%16%

bb
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

212160995105Very Dissatisfied
6%8%5%8%6%6%

43431039181190Fairly Dissatisfied
11%16%9%8%11%10%

ac

Neither Satisfied Nor
1278838638573611Dissatisfied

33%33%33%33%33%33%

1206634629506535Fairly Satisfied
31%24%30%25%29%29%

bb

755024329345374Very Satisfied
19%19%21%25%20%20%

Don't Know (DO NOT READ
221622022OUT)
1%1%1%1%1%1%

19411658958852909NET: Satisfied
50%43%51%50%49%50%

bb

646416318277295NET: Dissatisfied
17%24%14%16%16%16%

ac
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

1939473102-----31686105Very Dissatisfied
7%5%5%8%6%-%-%-%-%-%11%7%5%6%

3679756184----2430154190Fairly Dissatisfied
13%11%9%19%10%-%-%-%-%44%17%13%10%10%

aai

Neither Satisfied Nor
702512905606*-***564541611Dissatisfied
26%35%34%17%34%100%-%41%5%7%19%27%35%33%

ccbcjbcj

9920023512522--**21087435535Fairly Satisfied
37%28%28%39%29%-%-%59%11%49%40%37%28%29%

abaai

421421914371-----438332374Very Satisfied
16%20%22%11%21%-%-%-%-%-%14%16%21%20%

cbj

Don't Know (DO NOT READ
2514220---2--*2022OUT)
1%1%2%6%1%-%-%-%84%-%-%*%1%1%

abi

14234242616893--**213126768909NET: Satisfied
53%48%50%50%49%-%-%59%11%49%54%53%49%50%

551181229286----2746240295NET: Dissatisfied
20%16%14%27%16%-%-%-%-%44%27%20%15%16%

aaiaia
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2*1*545642328533048105Very Dissatisfied
-%50%3%5%*%10%4%6%6%5%5%4%5%6%

a

--1263110114555912264111190Fairly Dissatisfied
-%-%43%15%25%5%10%10%13%11%10%10%11%10%

abb

Neither Satisfied Nor
***4412363368123177385217351611Dissatisfied

100%3%12%24%19%24%34%34%30%33%33%32%33%33%

b

-*19722325327125156363224310535Fairly Satisfied
-%3%39%54%29%42%30%30%30%29%31%33%30%29%

a

-2**6822521185109241135221374Very Satisfied
-%45%2%2%26%15%21%19%21%20%21%20%21%20%

Don't Know (DO NOT READ
----*2593272722OUT)
-%-%-%-%*%4%*%1%1%*%1%*%1%1%

a

-2191329550538210265604359531909NET: Satisfied
-%48%41%56%55%57%51%49%51%50%52%53%51%50%

f

-21368155178788817594160295NET: Dissatisfied
-%50%46%20%25%15%14%16%19%16%15%14%15%16%

abc
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-1461022----32-23105Very Dissatisfied
-%8%2%4%5%-%-%-%-%65%28%-%5%6%

bcc

221232453----2-156190Fairly Dissatisfied
15%12%8%9%12%-%-%-%-%35%-%12%11%10%

Neither Satisfied Nor
56587100127*-**-23172611Dissatisfied

44%38%32%35%29%56%-%44%100%-%30%37%34%33%

a

4458684145*-*--23150535Fairly Satisfied
34%26%31%30%34%44%-%56%-%-%35%33%29%29%

d

126716181----*12107374Very Satisfied
8%15%26%22%19%-%-%-%-%1%8%18%21%20%

add

Don't Know (DO NOT READ
-2-23-------222OUT)
-%1%-%1%1%-%-%-%-%-%-%-%*%1%

c

571158145226*-*-*35257909NET: Satisfied
42%41%58%52%52%44%-%56%-%1%43%51%50%50%

ddd

235293575----52179295NET: Dissatisfied
15%20%11%12%17%-%-%-%-%99%28%12%16%16%

bcbc
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

1525999-20-7588105Very Dissatisfied
10%4%6%6%5%-%6%-%10%4%7%4%6%

ac

212113177725011222814190Fairly Dissatisfied
32%10%14%10%4%9%15%35%17%15%7%7%10%

cabab

Neither Satisfied Nor
2382315805914105*14544268611Dissatisfied

40%33%33%33%36%58%31%13%19%37%35%36%33%

acddd

13622950653597128353162535Fairly Satisfied
18%31%31%29%33%23%28%22%38%24%26%32%29%

bc

-2411436035270110293040374Very Satisfied
-%21%16%21%22%10%20%29%13%20%25%21%20%

d

Don't Know (DO NOT READ
-7*21*-2-2--*22OUT)
-%1%*%1%*%-%1%-%3%-%-%*%1%

abc

1603438668881672386461102909NET: Satisfied
18%52%47%50%54%33%48%51%51%44%51%53%50%

b

31731827615270120271721295NET: Dissatisfied
41%15%20%16%9%9%20%35%27%19%14%11%16%

caba
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-447106231955105Very Dissatisfied
-%4%5%3%4%6%7%5%4%7%6%

-101092319403211412190Fairly Dissatisfied
-%8%11%7%15%10%19%12%11%19%10%

a

Neither Satisfied Nor
-46334119471316604618611Dissatisfied
-%40%34%37%36%33%36%34%38%30%33%

-31276103321243533220535Fairly Satisfied
-%27%28%32%25%31%17%30%26%32%29%

-22204682782335257374Very Satisfied
-%19%21%21%21%20%20%20%21%12%20%

Don't Know (DO NOT READ
-272-2----22OUT)
-%2%1%1%-%1%-%-%-%-%1%

-53480172592066875727909NET: Satisfied
-%46%49%53%45%51%37%50%47%44%50%

-141563325634301916295NET: Dissatisfied
-%12%16%10%19%16%26%17%15%26%16%

a
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-3928243048-41419-3295105Very Dissatisfied
-%6%3%5%4%5%-%4%4%6%-%3%5%2%6%

aa

286934764111*174234-76021190Fairly Dissatisfied
31%12%10%11%10%11%2%17%13%10%-%9%11%8%10%

a

Neither Satisfied Nor
1256288142214348229111108-2419388611Dissatisfied

22%37%32%32%32%33%39%28%33%32%-%30%34%33%33%

a

119528814022330923199103-2717491535Fairly Satisfied
28%28%32%31%33%30%56%30%29%31%-%34%30%34%29%

a

111120493134221*206868-1711659374Very Satisfied
19%16%22%21%20%21%3%19%20%20%-%22%20%22%20%

b

Don't Know (DO NOT READ
-47227-222-22222OUT)
-%1%1%*%*%1%-%2%1%1%-%2%*%1%1%

b

2306492233358530351166171-44290149909NET: Satisfied
47%44%54%52%54%51%59%49%50%51%-%55%51%56%50%

b

21251217194159*225653-108926295NET: Dissatisfied
31%18%13%16%14%15%2%21%17%16%-%13%16%10%16%

aa
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

-2264231321889105Very Dissatisfied
-%13%11%16%6%4%6%3%7%4%3%6%

aa

344590951113273327190Fairly Dissatisfied
23%20%22%13%13%11%22%19%11%17%10%10%

acacac

Neither Satisfied Nor
27582482761322726488611Dissatisfied

18%38%29%21%36%32%25%32%29%34%32%33%

665111912651620785589535Fairly Satisfied
56%29%29%31%28%31%32%28%32%29%33%29%

*-16115185610472958374Very Satisfied
3%-%9%17%17%22%11%15%19%15%21%20%

bbe

Don't Know (DO NOT READ
---1272222222OUT)
-%-%-%3%*%1%4%3%1%1%1%1%

ac

76617307451223012584147909NET: Satisfied
59%29%38%47%45%52%43%43%52%44%54%50%

bb

365101321271415444136295NET: Dissatisfied
23%33%33%28%19%15%28%22%18%22%13%16%

aacaa
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

81231567-19854610364896285105Very Dissatisfied
5%9%28%4%-%5%5%5%6%5%5%5%5%6%

ba

150401512414717298181139173135173190Fairly Dissatisfied
10%16%28%8%41%13%11%10%10%11%11%11%11%10%

ba

Neither Satisfied Nor
52387155052116548322587424533409523611Dissatisfied

33%34%28%32%59%33%34%34%33%33%33%34%33%33%

462736488-104470288518389472358466535Fairly Satisfied
29%28%10%31%-%29%29%30%29%30%29%29%29%29%

b

343313364-63333189353265333240326374Very Satisfied
22%12%5%23%-%18%21%20%20%21%21%20%21%20%

ab

Don't Know (DO NOT READ
202-19-616721914101422OUT)

1%1%-%1%-%2%1%1%1%1%1%1%1%1%

8051058852-168802478870653805599792909NET: Satisfied
51%41%16%54%-%47%49%50%49%51%50%49%50%50%

ab

2326330191165257144284203261196258295NET: Dissatisfied
15%25%57%12%41%18%16%15%16%16%16%16%16%16%

ba
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

41649059237111113*12105Very Dissatisfied
5%6%6%7%5%8%5%6%5%6%6%5%6%

b

74116152132541118302113223190Fairly Dissatisfied
9%12%10%17%13%14%9%18%10%23%30%10%10%

bcbbb

Neither Satisfied Nor
269342520246010545647869*85611Dissatisfied

32%34%33%32%32%36%34%28%39%16%4%35%33%

aa

239296447216379399536317273535Fairly Satisfied
29%30%29%28%34%27%29%32%28%32%26%31%29%

206169330122944299253912247374Very Satisfied
25%17%21%15%15%15%22%15%18%22%34%19%20%

aaac

Don't Know (DO NOT READ
81419-*1172*--*22OUT)
1%1%1%-%*%*%1%1%*%-%-%*%1%

444465778339212369879102294120909NET: Satisfied
53%46%50%44%49%42%51%47%46%54%60%50%50%

ac

115180242183464189403216235295NET: Dissatisfied
14%18%16%24%18%22%14%24%15%30%36%15%16%

bcbbb
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

1*93432112*5105Very Dissatisfied
2%1%9%7%8%3%12%3%5%4%4%4%6%

ddac

101136673568115190Fairly Dissatisfied
13%4%12%14%12%8%15%11%20%12%11%10%10%

a

Neither Satisfied Nor
14738101621712618347611Dissatisfied
20%50%37%23%35%26%38%25%22%27%29%33%33%

adad

332291414363211127356535Fairly Satisfied
46%16%28%34%31%45%16%43%41%41%25%39%29%

bcbbdbdb

11413971448310420374Very Satisfied
16%28%13%22%14%17%19%17%12%16%31%14%20%

bbacd

Don't Know (DO NOT READ
1*1-*-**-*-*22OUT)
2%1%1%-%*%-%*%*%-%*%-%*%1%

446422421507291537777909NET: Satisfied
63%44%41%56%45%62%35%60%53%57%56%53%50%

bbbdbd

11121991057710220295NET: Dissatisfied
15%5%21%21%20%12%27%14%25%16%15%14%16%

ccaca
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

81279957614-1415105Very Dissatisfied
6%7%4%5%6%4%6%5%6%-%10%5%6%

cgj

1382118131810153161126190Fairly Dissatisfied
11%5%12%10%10%13%10%13%13%12%8%10%10%

kkkk

Neither Satisfied Nor
394664654447463676275072611Dissatisfied
33%28%38%34%33%35%43%31%31%53%36%26%33%

aadekadeghikla

34494353293826368374195535Fairly Satisfied
29%30%26%28%22%28%25%31%34%14%30%35%29%

ccfhjcfhj

244731443227172339102061374Very Satisfied
20%28%19%23%24%20%16%19%16%20%15%22%20%

bdfjddd

Don't Know (DO NOT READ
12226*-13-*522OUT)
1%1%1%1%5%*%-%1%1%-%*%2%1%

bdfgjl

58967497616544581211861155909NET: Satisfied
49%59%44%51%46%48%41%50%50%34%45%57%50%

bcfhjbcdfhj

20202827222317214462541295NET: Dissatisfied
17%12%16%14%16%17%16%18%18%12%19%15%16%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

26232729105Very Dissatisfied
6%5%6%6%6%

41495644190Fairly Dissatisfied
9%11%12%9%10%

Neither Satisfied Nor
149156157149611Dissatisfied

33%34%34%32%33%

127121145143535Fairly Satisfied
28%26%31%31%29%

1021037891374Very Satisfied
23%22%17%20%20%

bb

Don't Know (DO NOT READ
484522OUT)
1%2%1%1%1%

228224223234909NET: Satisfied
51%49%48%51%50%

67728373295NET: Dissatisfied
15%16%18%16%16%
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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 on a 5 point scale where 1 is very dissatisfied and 5 is
very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

*--*6*-*-1111Very Dissatisfied
*%-%-%*%1%*%-%1%-%1%1%

-348171**13941Fairly Dissatisfied
-%6%4%2%3%2%*%2%2%2%2%

beee

Neither Satisfied Nor
221441667223163170Dissatisfied
5%5%13%10%10%9%16%11%6%9%9%

eeabebb

142054167229324820651684Fairly Satisfied
32%42%51%40%35%42%40%45%41%37%37%

abeaa

272333201323344723869903Very Satisfied
62%47%31%48%50%45%42%38%48%49%49%

abcdccccc

Don't Know (DO NOT READ
*-2552*112628OUT)
1%-%2%1%1%2%2%4%2%1%2%

414387367551669154315211587NET: Satisfied
94%90%82%87%85%87%82%83%90%86%86%

abccd

*348242**15052NET: Dissatisfied
*%6%4%2%4%2%*%2%2%3%3%

eee
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

21-8--33-1*-211Very Dissatisfied
2%1%-%1%-%-%2%1%-%1%*%-%1%1%

cjkkk

1-13964684*53241Fairly Dissatisfied
1%-%1%2%4%3%4%3%3%*%2%3%1%2%

lllmllmllll

Neither Satisfied Nor
48101482114141821634713170Dissatisfied
5%9%10%9%14%10%8%6%15%10%12%6%6%9%

mmafmabfgjmafm

31343758255576112242161014781684Fairly Satisfied
37%37%37%37%37%39%34%42%30%24%37%43%39%37%

ddedd

464749761686696137713912852104903Very Satisfied
55%51%50%49%45%45%53%48%50%61%47%47%51%49%

chi

Don't Know (DO NOT READ
12124161*3252528OUT)
1%3%1%2%*%4%1%*%2%3%2%2%2%2%

ffgijkmfff

778186134312312315725911355229991851587NET: Satisfied
92%88%87%86%81%84%87%90%80%86%84%89%90%86%

cehijeeeiei

21147649114153352NET: Dissatisfied
3%1%1%3%4%3%5%4%3%2%2%3%2%3%

lkll
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

-11386*132---11Very Dissatisfied
-%1%1%1%1%*%1%1%1%-%-%-%1%

7331229111-158-5141Fairly Dissatisfied
4%2%3%2%2%1%-%3%4%-%4%3%2%

ahh

Neither Satisfied Nor
19151381327213148154135170Dissatisfied
10%9%9%9%10%9%2%9%8%9%9%13%9%

fffff

54630162521271591619165135712684Fairly Satisfied
29%38%39%37%38%43%29%37%35%27%40%32%37%

bcf

96807196707341633725291306820903Very Satisfied
52%49%47%50%48%46%66%49%49%64%47%53%49%

bdeghbegh

Don't Know (DO NOT READ
721622162145**-28OUT)
4%1%2%2%2%1%2%1%3%1%*%-%2%

abebe

150143735812296131215344315642125311587NET: Satisfied
82%87%86%87%86%89%95%86%84%91%87%84%86%

babdeh

74414371611189-5152NET: Dissatisfied
4%3%3%3%2%1%1%3%5%-%4%3%3%

gh
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

316-1111Very Dissatisfied
1%*%1%-%1%1%

7529-4141Fairly Dissatisfied
2%2%2%-%2%2%

Neither Satisfied Nor
3639928162170Dissatisfied

9%14%8%7%9%9%

ac

14812140739644684Fairly Satisfied
38%45%35%34%37%37%

a

19210159768836903Very Satisfied
50%37%52%59%49%49%

bba

Don't Know (DO NOT READ
132212728OUT)
*%1%2%1%2%2%

c

340222100410714801587NET: Satisfied
88%82%87%93%86%86%

bba

10635-5252NET: Dissatisfied
3%2%3%-%3%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

44238-----31711Very Dissatisfied
2%1%*%8%*%-%-%-%-%-%10%1%*%1%

aabiabi

71420239-----263341Fairly Dissatisfied
3%2%2%6%2%-%-%-%-%-%7%2%2%2%

ai

Neither Satisfied Nor
2683612168--*--224145170Dissatisfied

9%12%7%6%9%-%-%18%-%-%8%10%9%9%

a

11427129919664*-*241394570684Fairly Satisfied
42%38%35%60%37%100%-%82%89%90%52%40%36%37%

aabiai

1173394486897---**5111787903Very Satisfied
43%47%53%19%50%-%-%-%11%10%22%47%50%49%

bccjcjcj

Don't Know (DO NOT READ
1621*28-----*12728OUT)
*%1%3%1%2%-%-%-%-%-%1%*%2%2%

bc

230609747251562*-*241820513571587NET: Satisfied
86%85%88%79%87%100%-%82%100%100%74%87%87%86%

ccc

121822447-----474052NET: Dissatisfied
4%3%3%14%3%-%-%-%-%-%18%3%3%3%

abiabi
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-----2784696811Very Dissatisfied
-%-%-%-%-%3%1%1%1%1%1%1%1%1%

a

--*-2-2225892462441Fairly Dissatisfied
-%-%2%-%8%-%2%2%2%2%2%1%2%2%

abbbb

Neither Satisfied Nor
-211131069947681146996170Dissatisfied
-%52%40%6%3%6%10%9%11%13%10%10%9%9%

acf

*-*7925400421165204442272399684Fairly Satisfied
100%-%16%45%41%48%37%39%40%38%38%40%38%37%

a

-2181120522529187243565314507903Very Satisfied
-%48%43%46%49%39%49%48%45%46%48%47%48%49%

Don't Know (DO NOT READ
---1-21612211851428OUT)
-%-%-%4%-%3%1%1%*%*%2%1%1%2%

dded

*2215214592295035244710075869071587NET: Satisfied
100%48%59%90%89%87%86%87%85%84%86%87%86%86%

--*-222933121533123252NET: Dissatisfied
-%-%2%-%8%3%3%3%3%3%3%2%3%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-21*5----21-411Very Dissatisfied
-%1%*%*%1%-%-%-%-%31%14%-%1%1%

-4768-----*2741Fairly Dissatisfied
-%2%3%2%2%-%-%-%-%-%3%20%1%2%

Neither Satisfied Nor
223193139----21-66170Dissatisfied

17%13%7%11%9%-%-%-%-%34%14%-%13%9%

c

*68971101671-**247190684Fairly Satisfied
3%39%36%39%39%100%-%100%100%35%60%78%37%37%

977147126206----*1*243903Very Satisfied
80%44%54%45%48%-%-%-%-%1%10%2%48%49%

bd

Don't Know (DO NOT READ
-*287-------128OUT)
-%*%1%3%2%-%-%-%-%-%-%-%*%2%

cdd

91452442363721-**2574331587NET: Satisfied
83%84%89%84%86%100%-%100%100%35%70%80%85%86%

bd

-58613----2121152NET: Dissatisfied
-%3%3%2%3%-%-%-%-%31%17%20%2%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-9371-6-33-111Very Dissatisfied
-%1%4%*%*%-%2%-%4%2%-%*%1%

aab

-245364*5-144*41Fairly Dissatisfied
-%2%5%2%2%*%1%-%2%3%3%*%2%

aaa

Neither Satisfied Nor
*1141315714451-7191924170Dissatisfied
8%10%14%9%9%17%15%-%9%13%16%13%9%

c

3439346506214128235554566684Fairly Satisfied
46%38%36%37%39%58%37%56%48%38%38%34%37%

aca

3561388658161551276451100903Very Satisfied
43%48%41%50%50%25%45%44%37%44%43%52%49%

bbd

Don't Know (DO NOT READ
*18*28*-1-*--128OUT)
2%2%*%2%*%-%*%-%*%-%-%*%2%

5100072151514319282362119961651587NET: Satisfied
90%86%77%87%88%83%82%100%85%82%81%87%86%

ba

-338445*11-474152NET: Dissatisfied
-%3%9%2%3%*%3%-%5%5%3%*%3%

aaaa
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-18133-53111Very Dissatisfied
-%1%1%*%3%1%-%3%3%2%1%

a

-123845-64341Fairly Dissatisfied
-%1%2%2%3%1%-%4%3%5%2%

Neither Satisfied Nor
-9913220481211812170Dissatisfied
-%8%9%10%16%12%7%12%14%19%9%

-50370140511533774827684Fairly Satisfied
-%44%38%43%39%38%22%44%40%43%37%

-524711445219211674919903Very Satisfied
-%46%48%44%40%48%71%38%40%31%49%

Don't Know (DO NOT READ
-1141*1***-28OUT)
-%*%1%*%*%*%1%*%*%-%2%

-1038412831023451414497461587NET: Satisfied
-%90%86%87%78%86%92%82%79%74%86%

b

-231988-117452NET: Dissatisfied
-%2%3%3%6%2%-%6%6%7%3%

a
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-73368-135-16111Very Dissatisfied
-%1%*%1%1%1%-%1%1%1%-%2%1%*%1%

-11215624-357-*6241Fairly Dissatisfied
-%2%2%1%1%2%-%3%2%2%-%*%1%1%2%

b

Neither Satisfied Nor
*6188616996-144640-65929170Dissatisfied
4%9%10%14%10%9%-%13%14%12%-%8%10%11%9%

a

2284339171269399447137132-32235109684Fairly Satisfied
36%41%37%38%40%38%97%46%41%40%-%40%41%41%37%

3318443208313503*38145149-38266120903Very Satisfied
60%46%49%46%47%48%3%37%43%45%-%47%46%45%49%

Don't Know (DO NOT READ
-1113*514--*1-23428OUT)
-%2%1%*%1%1%-%-%*%*%-%2%1%1%2%

cb

5602782379582902485282281-705012291587NET: Satisfied
96%87%86%85%87%86%100%83%84%84%-%88%87%86%86%

-182481232-4812-112352NET: Dissatisfied
-%3%3%2%2%3%-%4%2%4%-%2%2%1%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

-2-1731-13111Very Dissatisfied
-%9%-%3%1%*%2%-%*%2%*%1%

-222819**71541Fairly Dissatisfied
-%10%11%6%1%2%*%*%3%1%2%2%

b

Neither Satisfied Nor
-6456890913362341170Dissatisfied
-%32%23%14%10%10%18%18%15%12%15%9%

7671228030928379089106684Fairly Satisfied
60%33%43%33%41%36%55%53%37%47%39%37%

aacacac

53416315428121910874119903Very Satisfied
40%16%24%43%46%50%24%28%45%39%44%49%

deede

Don't Know (DO NOT READ
---*1010-**-*28OUT)
-%-%-%*%1%1%-%*%*%-%*%2%

119112859673740561991632261587NET: Satisfied
100%49%66%76%87%86%80%82%82%86%83%86%

-42315231*84652NET: Dissatisfied
-%19%11%9%2%3%2%*%3%2%2%3%
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

2852-3961191191011Very Dissatisfied
*%3%9%*%-%1%1%1%1%1%1%1%1%1%

ba

2615816-23623413036283641Fairly Dissatisfied
2%6%15%1%-%1%2%2%2%2%2%2%2%2%

bacc

Neither Satisfied Nor
1195114104*3714885161120156119155170Dissatisfied

8%20%26%7%5%11%9%9%9%9%10%10%10%9%

ba

56212117566-148616399666509602483589684Fairly Satisfied
36%47%32%36%-%42%38%42%38%39%37%40%37%37%

bb

8436168583163792434860612788563776903Very Satisfied
53%24%11%55%95%46%49%46%49%47%49%46%49%49%

ab

Don't Know (DO NOT READ
28*420-2203241021132128OUT)

2%*%8%1%-%*%1%*%1%1%1%1%1%2%

aaa

140518223142433111409833152511211389104613651587NET: Satisfied
89%71%43%91%95%88%87%88%87%87%86%86%86%86%

ab

28241318-54528523947374752NET: Dissatisfied
2%9%24%1%-%1%3%3%3%3%3%3%3%3%

ba
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

286*515413-511Very Dissatisfied
*%1%*%*%2%*%*%3%*%6%-%2%1%

cbcb

1427304710229572741Fairly Dissatisfied
2%3%2%5%4%3%2%5%2%12%31%3%2%

cbbb

Neither Satisfied Nor
74961377252512122277*30170Dissatisfied

9%10%9%9%14%8%9%13%12%13%7%13%9%

cb

2843995842672126487678620*92684Fairly Satisfied
34%40%37%34%39%43%36%40%39%38%2%38%37%

bb

451453778387712670666101164106903Very Satisfied
54%45%50%50%41%43%52%39%46%31%60%44%49%

aaaca

Don't Know (DO NOT READ
11172311519*1--*28OUT)

1%2%1%1%*%2%1%*%*%-%-%*%2%

73585213636414925211921331873741981587NET: Satisfied
88%85%87%84%80%86%88%79%85%68%62%82%86%

aaaa

16353641111271361021152NET: Dissatisfied
2%4%2%6%6%4%2%8%3%19%31%5%3%

bccbbcb
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

--111-1*-1-111Very Dissatisfied
-%-%1%2%2%-%5%1%-%2%-%1%1%

cc

211*211*11*341Fairly Dissatisfied
3%8%1%*%5%2%6%*%4%2%*%2%2%

abaa

Neither Satisfied Nor
24102673577111170Dissatisfied
3%24%10%4%12%9%14%11%24%11%12%8%9%

abddac

27452161631416921662684Fairly Satisfied
38%27%50%37%34%38%22%33%31%32%50%43%37%

acdbcdc

3663924224010271134464903Very Satisfied
51%41%38%57%48%50%53%56%41%52%37%45%49%

bb

Don't Know (DO NOT READ
3-*--1-***-228OUT)
5%-%*%-%-%1%-%*%*%*%-%2%2%

ab

63109140387114432055101251587NET: Satisfied
89%68%88%94%81%88%75%88%72%85%87%88%86%

cccbbddd

2131312*12*452NET: Dissatisfied
3%8%2%2%7%2%11%1%4%4%*%3%3%

acac
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

1213*-1-2--*11Very Dissatisfied
1%1%*%2%*%-%1%-%1%-%-%*%1%

464292315--641Fairly Dissatisfied
3%4%2%1%6%2%3%1%2%-%-%2%2%

bbeabdegi

Neither Satisfied Nor
762517141616111881715170Dissatisfied
6%3%15%9%11%12%15%9%7%16%13%5%9%

adklkakadkadklkakadk

4538688246543445104175597684Fairly Satisfied
38%24%40%43%34%40%32%39%43%33%40%35%37%

kkfkkkkafkkk

621116483636053591122462151903Very Satisfied
52%68%38%43%47%45%49%51%46%48%45%55%49%

jabcdefghijjjdgij

l

Don't Know (DO NOT READ
*-6423*1322528OUT)
*%-%4%2%1%2%*%1%1%3%1%2%2%

fklk

10715013116510911486104215411172471587NET: Satisfied
90%92%78%86%81%84%81%90%88%81%86%91%86%

fhjfhjfhjfhjfghj

585592418--652NET: Dissatisfied
4%5%3%3%7%2%4%1%3%-%-%2%3%

bebeabegb
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

343*11Very Dissatisfied
1%1%1%*%1%

14129641Fairly Dissatisfied
3%3%2%1%2%

a

Neither Satisfied Nor
38484440170Dissatisfied

8%10%9%9%9%

151181183169684Fairly Satisfied
34%39%39%37%37%

d

237206223237903Very Satisfied
53%45%48%51%49%

cc

Don't Know (DO NOT READ
695928OUT)
1%2%1%2%2%

3883874064061587NET: Satisfied
86%84%87%88%86%

171612652NET: Dissatisfied
4%4%3%1%3%

aa
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Items being delivered intact/undamaged (QRM3. How would you rate the performance of Royal Mail, as a recipient and sender, in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied?)
Base: All using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

393985346558669144315141580No Problems
90%82%80%82%86%86%83%81%89%86%86%

bcc

Amount / level of lost
351132383-12112115post sent
7%10%10%7%6%4%-%7%4%6%6%

dddd

Items being delivered
*14811211*3133intact/undamaged
1%2%3%2%2%2%5%5%*%2%2%

bababb

Wrong mail delivered /
our mail delivered

*131013**-*3131elsewhere
*%2%3%2%2%*%1%-%1%2%2%

e

Lost or late delivery of
*-2810****2525sent mail
*%-%2%2%2%*%1%1%*%1%1%

Delivery consistency /
reliability (e.g.
arrives as promised

*221031*1*2123consistently)
1%4%2%2%*%2%1%5%1%1%1%

aaabe

Delivery time (when you
receive your mail

*13531**12122delivery)
1%2%3%1%1%2%3%2%1%1%1%

a

-*-241***67Collection reliability
-%*%-%1%1%1%2%*%1%*%*%

----3*--*33Price of postage
-%-%-%-%1%*%-%-%*%*%*%

Wrong postage /
shortfall on incoming

----2**--33mail - having to pay
-%-%-%-%*%*%2%-%-%*%*%

abe

-**--1**1*1Time of collection
-%*%*%-%-%1%2%2%1%*%*%

aaaa

Accessibility of the
sorting office / opening

--*1-*--*11hours
-%-%*%*%-%*%-%-%*%*%*%

*-*--*-**11Latest collection time
*%-%*%-%-%*%-%*%*%*%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

Recorded letters not
----**--***being signed for
-%-%-%-%*%*%-%-%*%*%*%

Trustworthiness of the
---*-*--*-*provider
-%-%-%*%-%*%-%-%*%-%*%

a

Problems with the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

-**8131**12829Other
-%*%*%2%2%2%3%2%1%2%2%

4922758810235247257NET: Any problem
10%18%20%18%14%14%17%19%11%14%14%

eeb
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

768084134012412315626212861220901771580No Problems
91%86%86%86%82%84%86%91%91%95%81%81%86%86%

bchijcbchijbcibchi

Amount / level of lost
455101169121571221010115post sent
5%6%5%6%11%6%7%5%5%1%8%9%5%6%

dfkm

Items being delivered
*32275543322-433intact/undamaged
1%4%2%2%3%3%2%1%2%3%1%-%2%2%

cfjmmm

Wrong mail delivered /
our mail delivered

12127422---96431elsewhere
2%2%1%2%3%1%1%-%-%-%3%5%2%2%

fffefefefjkf

Lost or late delivery of
1312132213-42425sent mail
1%3%1%1%2%1%1%*%2%-%1%2%2%1%

fjk

Delivery consistency /
reliability (e.g.
arrives as promised

1112031*34-62223consistently)
1%2%1%1%2%*%*%1%3%-%2%2%1%1%

g

Delivery time (when you
receive your mail

-11203-244*52*22delivery)
-%1%1%1%2%-%1%1%3%*%2%2%*%1%

mammm

--25-2**-1*-27Collection reliability
-%-%2%*%-%1%*%*%-%1%*%-%1%*%

cfjlml

--13---12----3Price of postage
-%-%1%*%-%-%-%*%1%-%-%-%-%*%

j

Wrong postage /
shortfall on incoming

---3--**--2-13mail - having to pay
-%-%-%*%-%-%*%*%-%-%1%-%1%*%

***1*-**--*--1Time of collection
1%*%*%*%*%-%*%*%-%-%*%-%-%*%

j

Accessibility of the
sorting office / opening

-*-1--1------1hours
-%*%-%*%-%-%1%-%-%-%-%-%-%*%

-*1*---*-----1Latest collection time
-%*%1%*%-%-%-%*%-%-%-%-%-%*%

j
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

Recorded letters not
-*-*------*--*being signed for
-%*%-%*%-%-%-%-%-%-%*%-%-%*%

j

Trustworthiness of the
---*--------**provider
-%-%-%*%-%-%-%-%-%-%-%-%*%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11225-633-*8-529Other
1%1%3%2%-%4%1%1%-%1%3%-%2%2%

efijlmei

8131422327242527133532129257NET: Any problem
9%14%14%14%18%16%14%9%9%5%19%19%14%14%

fmdefmdfmdefjmdefm
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

159142136112196111155243517144121291580No Problems
86%86%87%86%85%84%94%85%92%95%84%78%86%

abeghabeghabegh

Amount / level of lost
610934824962454*45115post sent
3%7%8%6%7%4%3%9%2%*%3%14%6%

babdbcdbcdfgh

Items being delivered
330924127*73-3-33intact/undamaged
1%2%2%2%2%5%1%1%2%-%2%-%2%

eh

Wrong mail delivered /
our mail delivered

52762611216226231elsewhere
3%2%1%2%2%1%2%1%1%4%4%5%2%

dehe

Lost or late delivery of
22371871*102-1325sent mail
1%1%2%1%1%1%1%2%1%-%*%9%1%

bcdefgh

Delivery consistency /
reliability (e.g.
arrives as promised

221221132-5**1123consistently)
1%1%*%2%2%1%-%1%*%1%1%2%1%

bd

Delivery time (when you
receive your mail

21931910--53-4-22delivery)
1%1%1%1%1%-%-%1%2%-%3%-%1%

eg

*71633*1*---7Collection reliability
*%*%*%*%*%2%*%*%*%-%-%-%*%

bdeh

-312*-*2--1-3Price of postage
-%*%*%*%*%-%1%*%-%-%1%-%*%

h

Wrong postage /
shortfall on incoming

12-3*1--2---3mail - having to pay
1%*%-%*%*%1%-%-%1%-%-%-%*%

eheh

1**1*1***-*-1Time of collection
1%*%*%*%*%1%*%*%*%-%*%-%*%

ah

Accessibility of the
sorting office / opening

*1*1-1----*-1hours
*%*%*%*%-%1%-%-%-%-%*%-%*%

eh
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

-1*1-1--*-*-1Latest collection time
-%*%*%*%-%*%-%-%*%-%*%-%*%

h

Recorded letters not
-****------**being signed for
-%*%*%*%*%-%-%-%-%-%-%1%*%

eh

Trustworthiness of the
-*-*---*----*provider
-%*%-%*%-%-%-%*%-%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

524425182-5*-3-29Other
3%1%1%2%3%1%-%1%*%-%2%-%2%

ded

252325620110621378152238257NET: Any problem
14%14%13%14%15%16%6%15%8%5%16%22%14%

cdfcdfcdfcdfcdf
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

297217104110414751580No Problems
77%80%90%90%86%86%

bc

Amount / level of lost
5021454112115post sent
13%8%4%3%6%6%

aba

Items being delivered
5141313233intact/undamaged
1%5%1%1%2%2%

ac

Wrong mail delivered /
our mail delivered

1251422931elsewhere
3%2%1%2%2%2%

a

Lost or late delivery of
751322325sent mail
2%2%1%2%1%1%

Delivery consistency /
reliability (e.g.
arrives as promised

1049-2323consistently)
3%1%1%-%1%1%

a

Delivery time (when you
receive your mail

94912122delivery)
2%2%1%1%1%1%

a

241-77Collection reliability
*%2%*%-%*%*%

a

2-1*33Price of postage
1%-%*%*%*%*%

Wrong postage /
shortfall on incoming

1*2-33mail - having to pay
*%*%*%-%*%*%

11*-11Time of collection
*%*%*%-%*%*%

Accessibility of the
sorting office / opening

--1-11hours
-%-%*%-%*%*%

*-1-11Latest collection time
*%-%*%-%*%*%
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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 using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

Recorded letters not
**--**being signed for
*%*%-%-%*%*%

Trustworthiness of the
*---**provider
*%-%-%-%*%*%

Problems with the Smart
------Stamp online system
-%-%-%-%-%-%

------Don't know / na
-%-%-%-%-%-%

581622729Other
1%3%1%2%2%2%

a

915311211246257NET: Any problem
23%20%10%10%14%14%

aa
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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 using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

182617780131567--***1216913981580No Problems
68%86%92%41%87%-%-%82%16%9%48%71%89%86%

cbcbcjcjbcij

Amount / level of lost
48402716100--*24103268115post sent
18%6%3%50%6%-%-%18%84%88%41%13%4%6%

abaabiabiai

Items being delivered
12165-33------122133intact/undamaged

5%2%1%-%2%-%-%-%-%-%-%5%1%2%

abaai

Wrong mail delivered /
our mail delivered

81211-31------82431elsewhere
3%2%1%-%2%-%-%-%-%-%-%3%2%2%

aai

Lost or late delivery of
9610124-----181625sent mail
3%1%1%4%1%-%-%-%-%-%5%3%1%1%

abaaiai

Delivery consistency /
reliability (e.g.
arrives as promised

1175419-----471223consistently)
4%1%1%12%1%-%-%-%-%-%16%3%1%1%

ababiabiai

Delivery time (when you
receive your mail

6133220-----241622delivery)
2%2%*%6%1%-%-%-%-%-%7%2%1%1%

aaabiabi

15116-----1-67Collection reliability
*%1%*%3%*%-%-%-%-%-%4%-%*%*%

aabiabi

211-3------223Price of postage
1%*%*%-%*%-%-%-%-%-%-%1%*%*%

a

Wrong postage /
shortfall on incoming

*12-3------*33mail - having to pay
*%*%*%-%*%-%-%-%-%-%-%*%*%*%

*1**1*----**11Time of collection
*%*%*%1%*%100%-%-%-%-%*%*%*%*%

Accessibility of the
sorting office / opening

*-1-1------*11hours
*%-%*%-%*%-%-%-%-%-%-%*%*%*%

1*-*1-----*1*1Latest collection time
*%*%-%*%*%-%-%-%-%-%*%*%*%*%

a
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

Recorded letters not
**--*------***being signed for
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

Trustworthiness of the
*---*------*-*provider
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

31116*29----**22629Other
1%1%2%1%2%-%-%-%-%2%1%1%2%2%

86997119238*-*241368171257NET: Any problem
32%14%8%59%13%100%-%18%84%91%52%29%11%14%

abaabiaabiai
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2*1319449089253354049865408861580No Problems
-%45%11%75%80%85%85%85%81%76%84%80%84%86%

bddbddbd

Amount / level of lost
-2123566803858795868115post sent
-%52%48%11%12%9%6%7%9%11%7%9%6%6%

acacf

Items being delivered
--*-*12927141931212833intact/undamaged
-%-%2%-%1%2%3%2%3%4%3%3%3%2%

Wrong mail delivered /
our mail delivered

---21*2124121324162231elsewhere
-%-%-%11%5%*%2%2%3%2%2%2%2%2%

b

Lost or late delivery of
--*---181741418121425sent mail
-%-%2%-%-%-%2%2%1%3%2%2%1%1%

ae

Delivery consistency /
reliability (e.g.
arrives as promised

--1***13125111591223consistently)
-%-%38%1%1%1%1%1%1%2%1%1%1%1%

Delivery time (when you
receive your mail

---*1-191441420131722delivery)
-%-%-%1%5%-%2%1%1%3%2%2%2%1%

bef

-----*42144447Collection reliability
-%-%-%-%-%*%*%*%*%1%*%1%*%*%

------13**1*13Price of postage
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Wrong postage /
shortfall on incoming

-----1*11*1113mail - having to pay
-%-%-%-%-%2%*%*%*%*%*%*%*%*%

a

*---**11111111Time of collection
100%-%-%-%1%*%*%*%*%*%*%*%*%*%

Accessibility of the
sorting office / opening

------1*-*1*11hours
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

-----*11**1111Latest collection time
-%-%-%-%-%*%*%*%*%*%*%*%*%*%

Recorded letters not
------***-****being signed for
-%-%-%-%-%-%*%*%*%-%*%*%*%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

Trustworthiness of the
------**-*****provider
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1***1596916121229Other
-%3%38%1%*%*%1%1%1%2%1%2%1%2%

f

*2345816516878128186132163257NET: Any problem
100%55%89%25%20%15%15%15%19%24%16%20%16%14%

abcefacf
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

11126235236376*-**2123991580No Problems
98%73%86%84%87%76%-%70%100%35%12%26%78%86%

ddd

Amount / level of lost
*27122020----33348115post sent
2%16%4%7%5%-%-%-%-%65%45%31%9%6%

abc

Items being delivered
-8779-----321433intact/undamaged
-%5%2%2%2%-%-%-%-%-%41%20%3%2%

Wrong mail delivered /
our mail delivered

-5766-------1331elsewhere
-%3%3%2%1%-%-%-%-%-%-%-%3%2%

Lost or late delivery of
-6454-----*11325sent mail
-%3%1%2%1%-%-%-%-%-%2%11%2%1%

a

Delivery consistency /
reliability (e.g.
arrives as promised

-5343-----21823consistently)
-%3%1%1%1%-%-%-%-%-%27%12%2%1%

a

Delivery time (when you
receive your mail

-1648-----2-1222delivery)
-%1%2%1%2%-%-%-%-%-%27%-%2%1%

-*3*1-----1-37Collection reliability
-%*%1%*%*%-%-%-%-%-%14%-%1%*%

---*1-------*3Price of postage
-%-%-%*%*%-%-%-%-%-%-%-%*%*%

Wrong postage /
shortfall on incoming

-1----------*3mail - having to pay
-%1%-%-%-%-%-%-%-%-%-%-%*%*%

-11-**-*----11Time of collection
-%*%*%-%*%24%-%30%-%-%-%-%*%*%

Accessibility of the
sorting office / opening

----1-------*1hours
-%-%-%-%*%-%-%-%-%-%-%-%*%*%

-1*---------*1Latest collection time
-%*%*%-%-%-%-%-%-%-%-%-%*%*%

Recorded letters not
--**---------*being signed for
-%-%*%*%-%-%-%-%-%-%-%-%-%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

Trustworthiness of the
--*---------**provider
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*59-------929Other
-%1%*%2%2%-%-%-%-%-%-%-%2%2%

cc

*47384556*-*-367111257NET: Any problem
2%27%14%16%13%24%-%30%-%65%88%74%22%14%

abc
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

498169151113415253148109861581580No Problems
58%84%74%87%83%62%74%48%65%76%72%83%86%

babbd

Amount / level of lost
2761410212342-17121316115post sent

40%7%15%6%8%14%12%-%23%8%11%8%6%

aabc

Items being delivered
*307265*13-274633intact/undamaged
4%3%7%2%3%2%4%-%3%5%3%3%2%

a

Wrong mail delivered /
our mail delivered

-242302210-127331elsewhere
-%2%2%2%1%7%3%-%1%1%6%2%2%

cac

Lost or late delivery of
-18*252*111424325sent mail
-%2%*%1%2%*%3%35%5%1%3%2%1%

c

Delivery consistency /
reliability (e.g.
arrives as promised

-15-234*7-452*23consistently)
-%1%-%1%2%*%2%-%5%3%1%*%1%

aa

Delivery time (when you
receive your mail

-20220329*342522delivery)
-%2%2%1%2%8%3%16%4%3%2%3%1%

c

-4-71*3-12*17Collection reliability
-%*%-%*%*%*%1%-%1%1%*%*%*%

-1-3*------*3Price of postage
-%*%-%*%*%-%-%-%-%-%-%*%*%

Wrong postage /
shortfall on incoming

-1-3**-----*3mail - having to pay
-%*%-%*%*%*%-%-%-%-%-%*%*%

*1*1***-***-1Time of collection
2%*%*%*%*%1%*%-%*%*%*%-%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

Accessibility of the
sorting office / opening

-1*1--*--*--1hours
-%*%*%*%-%-%*%-%-%*%-%-%*%

-1-1--*--*--1Latest collection time
-%*%-%*%-%-%*%-%-%*%-%-%*%

Recorded letters not
-*-*--------*being signed for
-%*%-%*%-%-%-%-%-%-%-%-%*%

Trustworthiness of the
-*-*--*-*---*provider
-%*%-%*%-%-%*%-%*%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

-16-29117--43229Other
-%1%-%2%*%5%2%-%-%3%3%1%2%

c

31842423328991225353333257NET: Any problem
42%16%26%13%17%38%26%52%35%24%28%17%14%

accaa

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 121  (continuation)                                                                                                                                                  Page 2213

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-83825261923121412386351580No Problems
-%73%84%80%71%78%90%70%70%57%86%

acc

Amount / level of lost
-14622320381302017115post sent
-%12%6%7%15%9%9%17%16%28%6%

abab

Items being delivered
-3286712*87233intact/undamaged
-%3%3%2%5%3%2%5%5%3%2%

Wrong mail delivered /
our mail delivered

-521776-85231elsewhere
-%4%2%2%5%2%-%4%4%3%2%

a

Lost or late delivery of
-4129*14-2*225sent mail
-%3%1%3%*%3%-%1%*%3%1%

bbbb

Delivery consistency /
reliability (e.g.
arrives as promised

-311838132423consistently)
-%3%1%2%2%2%7%2%1%7%1%

bbb

Delivery time (when you
receive your mail

-41710212-62322delivery)
-%4%2%3%1%3%-%3%1%6%1%

-143-4-*-*7Collection reliability
-%1%*%1%-%1%-%*%-%*%*%

-*1*-*----3Price of postage
-%*%*%*%-%*%-%-%-%-%*%

Wrong postage /
shortfall on incoming

-111-*----3mail - having to pay
-%1%*%*%-%*%-%-%-%-%*%

b

-111-1**-*1Time of collection
-%1%*%*%-%*%1%*%-%*%*%

b

Accessibility of the
sorting office / opening

--1-*--**-1hours
-%-%*%-%*%-%-%*%*%-%*%
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

--1**--**-1Latest collection time
-%-%*%*%*%-%-%*%*%-%*%

Recorded letters not
-**-------*being signed for
-%*%*%-%-%-%-%-%-%-%*%

Trustworthiness of the
---*-*----*provider
-%-%-%*%-%*%-%-%-%-%*%

Problems with the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

-111418**2*29Other
-%1%1%1%*%2%1%*%2%1%2%

-311526538902543726257NET: Any problem
-%27%16%20%29%22%10%30%30%43%14%

abb
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

4588772344536882270251246-514582081580No Problems
71%85%85%77%80%84%50%68%75%74%-%64%80%79%86%

bccc

Amount / level of lost
-45514358682103239-94623115post sent
-%7%6%10%9%6%50%10%9%12%-%12%8%9%6%

a

Items being delivered
-1125152027-51312-4191133intact/undamaged
-%2%3%3%3%3%-%5%4%4%-%4%3%4%2%

Wrong mail delivered /
our mail delivered

-1516111622-2107-416731elsewhere
-%2%2%2%2%2%-%2%3%2%-%4%3%3%2%

Lost or late delivery of
*915131214-81110-612425sent mail
2%1%2%3%2%1%-%7%3%3%-%7%2%1%1%

aabab

Delivery consistency /
reliability (e.g.
arrives as promised

-11129912-3710-28623consistently)
-%2%1%2%1%1%-%3%2%3%-%3%1%2%1%

Delivery time (when you
receive your mail

1716141317-1812-110822delivery)
20%1%2%3%2%2%-%1%2%4%-%1%2%3%1%

a

*23444-342-1427Collection reliability
4%*%*%1%1%*%-%3%1%1%-%1%1%1%*%

a

-*1**1-***--**3Price of postage
-%*%*%*%*%*%-%*%*%*%-%-%*%*%*%

Wrong postage /
shortfall on incoming

-11*11--**-1113mail - having to pay
-%*%*%*%*%*%-%-%*%*%-%1%*%*%*%

b

*11111-111-1111Time of collection
4%*%*%*%*%*%-%1%*%*%-%2%*%*%*%

b

Accessibility of the
sorting office / opening

-11**1--**--*-1hours
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

-11-11-*-*--1*1Latest collection time
-%*%*%-%*%*%-%*%-%*%-%-%*%*%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

Recorded letters not
-**-**------*-*being signed for
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

Trustworthiness of the
-*****-*-*---**provider
-%*%*%*%*%*%-%*%-%*%-%-%-%*%*%

Problems with the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*91191212-495-211429Other
2%1%1%2%2%1%-%4%3%2%-%3%2%2%2%

21041351041311632338588-2911756257NET: Any problem
29%15%15%23%20%16%50%32%25%26%-%36%20%21%14%

aaab
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

78102858371728431821351991580No Problems
64%40%61%77%85%83%55%62%75%71%73%86%

deede

Amount / level of lost
466645501010302624115post sent

36%34%38%16%7%6%20%15%12%14%9%6%

aa

Items being delivered
-2-*1324331031333intact/undamaged
-%10%-%*%2%3%5%4%4%1%5%2%

bb

Wrong mail delivered /
our mail delivered

---114162-65831elsewhere
-%-%-%3%2%2%4%-%3%3%3%2%

d

Lost or late delivery of
-1**10161597925sent mail
-%6%1%*%1%2%2%7%4%4%3%1%

Delivery consistency /
reliability (e.g.
arrives as promised

23--9153348923consistently)
16%16%-%-%1%2%5%4%2%4%3%1%

c

Delivery time (when you
receive your mail

2--1720-1641022delivery)
16%-%-%3%1%2%-%2%2%2%4%1%

b

--*-25322237Collection reliability
-%-%*%-%*%1%6%3%1%1%1%*%

abc

-----1*****3Price of postage
-%-%-%-%-%*%*%1%*%*%*%*%

Wrong postage /
shortfall on incoming

----11---**3mail - having to pay
-%-%-%-%*%*%-%-%-%*%*%*%

--**11**11*1Time of collection
-%-%*%*%*%*%1%1%*%*%*%*%

Accessibility of the
sorting office / opening

----11---*-1hours
-%-%-%-%*%*%-%-%-%*%-%*%

----1*-*--*1Latest collection time
-%-%-%-%*%*%-%*%-%-%*%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

Recorded letters not
-----*-----*being signed for
-%-%-%-%-%*%-%-%-%-%-%*%

Trustworthiness of the
-------**--*provider
-%-%-%-%-%-%-%*%*%-%-%*%

Problems with the Smart
------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%

---111134425429Other
-%-%-%4%2%2%7%5%1%3%1%2%

abcac

411691061432326615575257NET: Any problem
36%60%39%23%15%17%45%38%25%29%27%14%

abcac
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

1580-27140832731399781151610891383101813621580No Problems
100%-%51%90%100%77%86%82%86%85%86%84%86%86%

abacc

Amount / level of lost
-1151268-35100821109010491104115post sent
-%45%23%4%-%10%6%9%6%7%6%7%7%6%

babb

Items being delivered
-33319-72623332732283233intact/undamaged
-%13%7%1%-%2%2%2%2%2%2%2%2%2%

ba

Wrong mail delivered /
our mail delivered

-31221-102822302428242831elsewhere
-%12%4%1%-%3%2%2%2%2%2%2%2%2%

b

Lost or late delivery of
-25215-82317252025242525sent mail
-%10%3%1%-%2%1%2%1%2%2%2%2%1%

b

Delivery consistency /
reliability (e.g.
arrives as promised

-23212-111914211719161823consistently)
-%9%3%1%-%3%1%2%1%1%1%1%1%1%

baab

Delivery time (when you
receive your mail

-22211-71915222020171922delivery)
-%8%5%1%-%2%1%2%1%2%1%1%1%1%

ba

-733-374777677Collection reliability
-%3%6%*%-%1%*%*%*%1%*%1%*%*%

ba

-3*3-121322213Price of postage
-%1%1%*%-%*%*%*%*%*%*%*%*%*%

b

Wrong postage /
shortfall on incoming

-3-3-331333133mail - having to pay
-%1%-%*%-%1%*%*%*%*%*%*%*%*%

bab

-1*1-111111111Time of collection
-%1%*%*%-%*%*%*%*%*%*%*%*%*%

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

Accessibility of the
sorting office / opening

-1-1--1-1*1*11hours
-%*%-%*%-%-%*%-%*%*%*%*%*%*%

b

-1**--111*1111Latest collection time
-%*%*%*%-%-%*%*%*%*%*%*%*%*%

b

Recorded letters not
-**--*********being signed for
-%*%1%-%-%*%*%*%*%*%*%*%*%*%

a

Trustworthiness of the
-*-*--********provider
-%*%-%*%-%-%*%*%*%*%*%*%*%*%

Problems with the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-29518-82413281421151929Other
-%11%9%1%-%2%1%1%2%1%1%1%1%2%

ba

-25726158-82223169246200230196225257NET: Any problem
-%100%49%10%-%23%14%18%14%15%14%16%14%14%

baabb
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

73184813945012525611931171693061741580No Problems
87%85%89%65%67%87%88%69%76%55%92%72%86%

abaaa

Amount / level of lost
44716515341667322817-37115post sent

5%7%4%19%18%6%5%19%12%31%-%15%6%

ccbcb

Items being delivered
14192715420872-933intact/undamaged

2%2%2%1%3%2%1%5%3%4%-%4%2%

bc

Wrong mail delivered /
our mail delivered

11212046424372-731elsewhere
1%2%1%5%3%1%2%2%3%4%-%3%2%

cc

Lost or late delivery of
817192451644--425sent mail
1%2%1%3%2%2%1%2%2%-%-%2%1%

Delivery consistency /
reliability (e.g.
arrives as promised

9131715*17653*823consistently)
1%1%1%1%3%*%1%4%2%5%2%3%1%

cbc

Delivery time (when you
receive your mail

1391516514252-622delivery)
2%1%1%2%3%2%1%1%2%3%-%3%1%

c

43331*331--17Collection reliability
*%*%*%4%*%*%*%2%*%-%-%*%*%

acbc

223--1*2----3Price of postage
*%*%*%-%-%*%*%1%-%-%-%-%*%

bb

Wrong postage /
shortfall on incoming

213---3-----3mail - having to pay
*%*%*%-%-%-%*%-%-%-%-%-%*%

111-**11*--*1Time of collection
*%*%*%-%*%*%*%*%*%-%-%*%*%

Accessibility of the
sorting office / opening

*1*-11*-*--*1hours
*%*%*%-%1%*%*%-%*%-%-%*%*%

cb
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

*11*-*1*-*-*1Latest collection time
*%*%*%*%-%*%*%*%-%*%-%*%*%

Recorded letters not
-**-*-**----*being signed for
-%*%*%-%*%-%*%*%-%-%-%-%*%

Trustworthiness of the
*-*----*----*provider
*%-%*%-%-%-%-%*%-%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

1415203732062**229Other
2%2%1%3%4%1%1%4%1%*%6%1%2%

cbc

105152166266137168525224166257NET: Any problem
13%15%11%35%33%13%12%31%24%45%8%28%14%

ccbcb
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

66158536386513371749111181580No Problems
94%99%82%85%82%81%70%76%61%75%94%82%86%

ababdacdcd

Amount / level of lost
2-83755457-13115post sent
3%-%8%7%16%7%27%9%18%11%-%9%6%

cacabbb

Items being delivered
--3*-3*111*333intact/undamaged
-%-%3%*%-%3%2%3%5%2%3%2%2%

d

Wrong mail delivered /
our mail delivered

--2*----11-131elsewhere
-%-%2%*%-%-%-%-%4%1%-%1%2%

a

Lost or late delivery of
--4-*1*122*125sent mail
-%-%3%-%*%2%2%3%9%4%3%1%1%

daa

Delivery consistency /
reliability (e.g.
arrives as promised

**3*211122*223consistently)
*%*%3%*%4%2%6%3%7%3%1%1%1%

a

Delivery time (when you
receive your mail

2-2*141525*422delivery)
3%-%1%*%3%5%6%9%8%7%*%3%1%

da

-**11*1**1*17Collection reliability
-%*%*%2%2%*%5%*%*%2%1%1%*%

ac

--*1-1*****13Price of postage
-%-%*%3%-%2%2%1%1%*%3%1%*%

Wrong postage /
shortfall on incoming

------------3mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%*%

-*------*-**1Time of collection
-%*%-%-%-%-%-%-%*%-%*%*%*%

Accessibility of the
sorting office / opening

--1--1-----11hours
-%-%1%-%-%1%-%-%-%-%-%1%*%

-**-*------*1Latest collection time
-%*%*%-%*%-%-%-%-%-%-%*%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

Recorded letters not
------------*being signed for
-%-%-%-%-%-%-%-%-%-%-%-%*%

Trustworthiness of the
*---*-*--*-**provider
*%-%-%-%*%-%1%-%-%*%-%*%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2*1*1*1*229Other
*%-%-%5%*%1%*%3%*%2%1%2%2%

bd

5*1868166121117125257NET: Any problem
6%1%18%15%18%19%30%24%39%25%6%18%14%

cdcdabcabb
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

10414414916010411293102211451192351580No Problems
88%88%89%83%78%83%87%88%87%89%88%86%86%

hhhhhhhh

Amount / level of lost
6131291111641441016115post sent
5%8%7%5%8%8%5%4%6%8%7%6%6%

Items being delivered
31*752233-2533intact/undamaged
2%*%*%4%4%2%2%2%1%-%1%2%2%

djkdjk

Wrong mail delivered /
our mail delivered

4224642*3--431elsewhere
3%1%1%2%4%3%2%*%1%-%-%2%2%

ebde

Lost or late delivery of
-2*1*6*3431525sent mail
-%1%*%1%*%4%*%3%1%7%1%2%1%

dfhjljabdfhijkl

Delivery consistency /
reliability (e.g.
arrives as promised

*145--133-2323consistently)
*%1%2%3%-%-%1%3%1%-%2%1%1%

ggg

Delivery time (when you
receive your mail

-1242--36-*422delivery)
-%1%1%2%1%-%-%3%2%-%*%1%1%

fgg

-**-22--1--17Collection reliability
-%*%*%-%1%2%-%-%1%-%-%*%*%

-*-2--*-1---3Price of postage
-%*%-%1%-%-%*%-%1%-%-%-%*%

Wrong postage /
shortfall on incoming

--*-2-1-----3mail - having to pay
-%-%*%-%1%-%1%-%-%-%-%-%*%

add

-**-----*-*11Time of collection
-%*%*%-%-%-%-%-%*%-%*%*%*%

Accessibility of the
sorting office / opening

----*---1---1hours
-%-%-%-%*%-%-%-%*%-%-%-%*%

--1-----*---1Latest collection time
-%-%*%-%-%-%-%-%*%-%-%-%*%

Recorded letters not
--*---*-----*being signed for
-%-%*%-%-%-%*%-%-%-%-%-%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

Trustworthiness of the
--------*---*provider
-%-%-%-%-%-%-%-%*%-%-%-%*%

Problems with the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

4-26422-2-4329Other
3%-%1%3%3%2%2%-%1%-%3%1%2%

ekdekekek

14191832302314143361738257NET: Any problem
12%12%11%17%22%17%13%12%13%11%12%14%14%

abdefjkl
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

3983764064001580No Problems
89%82%87%87%86%

ccc

Amount / level of lost
31312429115post sent

7%7%5%6%6%

Items being delivered
4157733intact/undamaged
1%3%2%1%2%

bd

Wrong mail delivered /
our mail delivered

8136431elsewhere
2%3%1%1%2%

ab

Lost or late delivery of
277925sent mail
*%2%1%2%1%

d

Delivery consistency /
reliability (e.g.
arrives as promised

558523consistently)
1%1%2%1%1%

Delivery time (when you
receive your mail

459422delivery)
1%1%2%1%1%

*4117Collection reliability
*%1%*%*%*%

*22-3Price of postage
*%*%*%-%*%

Wrong postage /
shortfall on incoming

*21-3mail - having to pay
*%*%*%-%*%

*-*11Time of collection
*%-%*%*%*%

Accessibility of the
sorting office / opening

-*1-1hours
-%*%*%-%*%

1-*-1Latest collection time
*%-%*%-%*%

Recorded letters not
*-*-*being signed for
*%-%*%-%*%

Trustworthiness of the
--*-*provider
-%-%*%-%*%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

Problems with the Smart
-----Stamp online system
-%-%-%-%-%

-----Don't know / na
-%-%-%-%-%

6124729Other
1%3%1%2%2%

b

51846161257NET: Any problem
11%18%13%13%14%

abd
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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 using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
171420658388132649213301Unweighted total

4922758810235247257Weighted total

***10111-112931Very Dissatisfied
3%2%1%14%13%13%-%20%13%12%12%

2-16141**12627Fairly Dissatisfied
52%-%3%7%15%13%6%11%17%10%10%

Neither Satisfied Nor
*3512131*114042Dissatisfied

12%30%22%16%15%14%6%15%16%16%16%

*2391711*13839Fairly Satisfied
4%22%13%12%20%13%33%5%10%15%15%

*16521**12627Very Satisfied
5%10%26%7%2%10%6%9%12%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

128312931128386OUT)
19%24%35%42%33%33%50%27%30%34%34%

Don't Know (DO NOT READ
*1-221-**55OUT)
6%12%-%2%2%5%-%12%2%2%2%

*38141921*16466NET: Satisfied
9%32%39%18%22%22%39%14%22%26%26%

2*116253*125557NET: Dissatisfied
54%2%5%21%28%26%6%31%30%22%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*g*f*e*dc*b*aSignificance Level: 95%
23323920727192627136511325301Unweighted total

8131422327242527133532129257Weighted total

1122712342155431Very Dissatisfied
8%8%11%12%3%8%14%14%14%35%10%24%13%12%

2112442*3-*82427Fairly Dissatisfied
20%4%7%11%15%8%1%13%-%4%16%9%13%10%

Neither Satisfied Nor
1513531542-131542Dissatisfied

16%37%9%16%11%4%20%14%16%-%25%5%18%16%

jk

2133358214-72539Fairly Satisfied
21%9%22%15%20%34%8%4%28%-%12%9%16%15%

11223*932--3-727Very Satisfied
14%11%11%10%1%36%11%6%-%-%5%-%23%10%

Have not Contacted / Not
Applicable (DO NOT READ

24675112121362169486OUT)
21%31%40%34%41%9%47%48%42%61%31%44%13%34%

Don't Know (DO NOT READ
*--52--*---215OUT)
1%-%-%2%8%-%-%*%-%-%-%9%4%2%

33556617534-921166NET: Satisfied
35%20%33%25%21%70%18%10%28%-%18%9%39%26%

22351544721147857NET: Dissatisfied
27%13%18%23%19%16%14%27%14%39%26%33%26%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
372648521613323580203298301Unweighted total
252325620110621378152238257Weighted total

327526151-111-4-31Very Dissatisfied
14%12%9%13%14%3%-%14%5%-%15%-%12%

22532482192*3227Fairly Dissatisfied
8%11%5%12%7%12%31%11%13%9%13%22%10%

Neither Satisfied Nor
537113121*-154-2*42Dissatisfied

19%16%20%15%20%*%-%19%25%-%9%4%16%

138831192*131-2239Fairly Satisfied
6%16%15%15%18%9%8%17%4%-%10%21%15%

918720115-8--3-27Very Satisfied
35%8%13%10%10%22%-%11%-%-%14%-%10%

a

Have not Contacted / Not
Applicable (DO NOT READ

48220673112221727586OUT)
16%36%35%33%30%54%61%27%47%91%29%54%34%

b

Don't Know (DO NOT READ
*5231*-11-2-5OUT)
2%2%4%2%1%1%-%2%7%-%8%-%2%

10561551307*221-6266NET: Satisfied
41%24%27%25%28%31%8%28%4%-%25%21%26%

a

6528502331203*6257NET: Dissatisfied
22%22%14%25%21%14%31%25%18%9%28%22%22%

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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1146212312289301Unweighted total

915311211246257Weighted total

13414-3131Very Dissatisfied
14%7%12%-%12%12%

8613-2727Fairly Dissatisfied
8%11%12%-%11%10%

Neither Satisfied Nor
1671924042Dissatisfied
18%12%17%19%16%16%

1851613839Fairly Satisfied
19%10%14%7%16%15%

1269-2727Very Satisfied
13%11%8%-%11%10%

Have not Contacted / Not
Applicable (DO NOT READ

22234087886OUT)
24%44%36%74%32%34%

cc

Don't Know (DO NOT READ
221-55OUT)
2%4%1%-%2%2%

30112516566NET: Satisfied
33%21%22%7%27%26%

211027-5757NET: Dissatisfied
23%18%24%-%23%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
11212069282731-1132284189301Unweighted total

86997119238*-*241368171257Weighted total

15114526---2*3101631Very Dissatisfied
17%11%6%25%11%-%-%-%100%3%22%15%9%12%

a

8119324*----351927Fairly Dissatisfied
9%11%12%16%10%100%-%-%-%-%22%7%11%10%

Neither Satisfied Nor
14199636--*-2482842Dissatisfied
16%20%12%32%15%-%-%100%-%49%31%11%16%16%

121611435----2282739Fairly Satisfied
14%16%15%22%15%-%-%-%-%48%18%12%16%15%

1286*26-----*121527Very Satisfied
14%8%9%2%11%-%-%-%-%-%3%17%9%10%

a

Have not Contacted / Not
Applicable (DO NOT READ

223232186-----1226486OUT)
26%32%45%3%36%-%-%-%-%-%4%32%37%34%

c

Don't Know (DO NOT READ
311-5------325OUT)
4%1%1%-%2%-%-%-%-%-%-%5%1%2%

242517562----23204266NET: Satisfied
28%25%24%24%26%-%-%-%-%48%21%29%24%26%

232213850*--2*6153557NET: Dissatisfied
26%22%18%41%21%100%-%-%100%3%44%22%20%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
1355715191211105141227169205301Unweighted total
*2345816516878128186132163257Weighted total

-**--4182392322211931Very Dissatisfied
-%5%2%-%-%47%11%14%11%18%12%16%12%12%

*-1*2*132112111691627Fairly Dissatisfied
100%-%42%3%38%1%8%12%15%9%9%7%10%10%

b

Neither Satisfied Nor
-**-11212771923181942Dissatisfied
-%5%2%-%23%7%13%16%9%15%12%14%12%16%

---***242962725231939Fairly Satisfied
-%-%-%6%1%4%15%17%7%21%14%17%12%15%

eaee

--1--31918121523192027Very Satisfied
-%-%42%-%-%35%12%11%15%11%12%15%12%10%

Have not Contacted / Not
Applicable (DO NOT READ

-2*2**6847303173406586OUT)
-%90%12%47%10%6%41%28%39%24%39%30%40%34%

ddfbdf

Don't Know (DO NOT READ
---21-14324245OUT)
-%-%-%44%28%-%1%2%4%2%2%2%3%2%

--1**34447174148423966NET: Satisfied
-%-%42%6%1%39%27%28%23%32%26%32%24%26%

**1*243144203438303557NET: Dissatisfied
100%5%44%3%38%47%19%26%26%26%20%23%21%22%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 122  (continuation)                                                                                                                                                  Page 2235

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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1725248541-1-277124301Unweighted total
*47384556*-*-367111257Weighted total

-9823----22-1931Very Dissatisfied
-%20%20%5%5%-%-%-%-%47%35%-%17%12%

abab

*4543*-*--**1127Fairly Dissatisfied
100%8%12%9%6%100%-%100%-%-%2%1%10%10%

Neither Satisfied Nor
-1679-----421442Dissatisfied
-%2%15%16%17%-%-%-%-%-%62%31%12%16%

ddd

-102311----2-12439Fairly Satisfied
-%21%4%7%19%-%-%-%-%53%-%17%21%15%

bcc

-7656-----*21327Very Satisfied
-%16%15%10%10%-%-%-%-%-%2%27%11%10%

Have not Contacted / Not
Applicable (DO NOT READ

-14112324------22986OUT)
-%31%29%51%43%-%-%-%-%-%-%25%26%34%

cd

Don't Know (DO NOT READ
-121*-------25OUT)
-%3%5%2%*%-%-%-%-%-%-%-%2%2%

-177816----2*33666NET: Satisfied
-%37%19%17%29%-%-%-%-%53%2%44%33%26%

bc

*131266*-*-22*3057NET: Dissatisfied
100%27%32%14%11%100%-%100%-%47%36%1%27%22%

aab
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
422325276391191232393137301Unweighted total
31842423328991225353333257Weighted total

-223283218-89*531Very Dissatisfied
-%12%11%12%12%21%19%-%33%27%1%14%12%

bbb

*161264*7-155*27Fairly Dissatisfied
5%9%3%11%15%1%7%-%5%13%15%1%10%

aa

Neither Satisfied Nor
*2333922161436642Dissatisfied

10%12%13%17%6%20%18%68%14%8%19%17%16%

-257325220-6107539Fairly Satisfied
-%14%31%14%18%19%22%-%22%28%20%14%15%

2214233210-325427Very Satisfied
73%12%17%10%12%19%10%-%14%7%15%12%10%

Have not Contacted / Not
Applicable (DO NOT READ

*7268110219*34101486OUT)
11%39%24%35%37%20%21%32%11%11%30%42%34%

cd

Don't Know (DO NOT READ
-4-5--2--2--5OUT)
-%2%-%2%-%-%2%-%-%6%-%-%2%

24611558330-91212866NET: Satisfied
73%25%48%23%30%38%33%-%36%35%35%25%26%

*383547224-10145557NET: Dissatisfied
5%20%14%23%27%22%27%-%39%40%16%15%22%

abab
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-5119188361054583627301Unweighted total
-311526538902543726257Weighted total

-6188320*93831Very Dissatisfied
-%20%12%13%8%22%6%16%8%30%12%

-116547153627Fairly Dissatisfied
-%3%10%8%10%8%77%9%7%22%10%

Neither Satisfied Nor
-11512415*84542Dissatisfied
-%3%10%18%12%17%17%15%12%21%16%

c

-5197819-810239Fairly Satisfied
-%16%12%11%21%21%-%15%27%7%15%

-6161169-66*27Very Satisfied
-%18%11%17%16%10%-%11%16%1%10%

Have not Contacted / Not
Applicable (DO NOT READ

-964221120-1610586OUT)
-%30%42%33%29%22%-%29%26%20%34%

Don't Know (DO NOT READ
-34*2*-22-5OUT)
-%10%3%1%5%*%-%4%5%-%2%

aba

-1135181427-1416266NET: Satisfied
-%35%23%28%37%31%-%27%42%8%26%

-7341372711451457NET: Dissatisfied
-%23%22%20%18%30%83%26%15%52%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
514417012116720424696105-4215173301Unweighted total
21041351041311632338588-2911756257Weighted total

-1512212119-81417-518931Very Dissatisfied
-%14%9%20%16%12%-%24%17%20%-%17%15%17%12%

a

-7149916-*58-17227Fairly Dissatisfied
-%7%10%8%7%10%-%1%6%9%-%3%6%4%10%

Neither Satisfied Nor
*1117171819231017-2121042Dissatisfied
4%11%12%16%13%12%78%10%12%19%-%8%10%18%16%

11518232319*81918-6211039Fairly Satisfied
70%15%14%22%17%12%22%24%23%20%-%19%18%18%15%

a

*1217111920-51310-719727Very Satisfied
15%11%12%10%15%12%-%15%15%11%-%23%16%12%10%

Have not Contacted / Not
Applicable (DO NOT READ

*4153214065-72117-6381786OUT)
11%39%39%21%30%40%-%20%25%19%-%22%32%31%34%

bc

Don't Know (DO NOT READ
-34224-222-22*5OUT)
-%3%3%2%2%3%-%6%2%2%-%7%2%*%2%

a

12735344239*133228-12401766NET: Satisfied
85%26%26%33%32%24%22%39%38%31%-%43%34%30%26%

-2226303035-81925-6251257NET: Dissatisfied
-%21%19%29%23%21%-%25%22%28%-%20%21%21%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
596111411742738756479301Unweighted total
411691061432326615575257Weighted total

-2-115187713121331Very Dissatisfied
-%14%-%16%14%12%29%26%21%22%17%12%

*2--713**52627Fairly Dissatisfied
3%18%-%-%6%9%*%*%9%4%8%10%

Neither Satisfied Nor
23*61418121061042Dissatisfied

51%24%1%68%13%12%5%6%17%11%13%16%

-12-16226612151639Fairly Satisfied
-%11%39%-%15%15%25%25%19%28%21%15%

-4*111171154927Very Satisfied
-%33%2%12%10%12%3%5%8%8%12%10%

Have not Contacted / Not
Applicable (DO NOT READ

2-4*415271016131986OUT)
46%-%59%3%38%36%29%37%27%23%26%34%

Don't Know (DO NOT READ
----342**225OUT)
-%-%-%-%3%3%8%1%*%4%3%2%

-53127396816202566NET: Satisfied
-%44%40%12%25%27%28%29%27%35%33%26%

*4-121317718151957NET: Dissatisfied
3%32%-%16%20%21%29%27%30%27%25%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*baba*dcbaedcbaSignificance Level: 95%
-30134190-106272209293246280241276301Unweighted total
-25726158-82223169246200230196225257Weighted total

-31912-92818292529202931Very Dissatisfied
-%12%37%8%-%11%13%11%12%13%12%10%13%12%

a

-2738-82017252121192127Fairly Dissatisfied
-%10%10%5%-%9%9%10%10%10%9%10%10%10%

Neither Satisfied Nor
-42626-123630413438333742Dissatisfied
-%16%22%16%-%15%16%18%17%17%16%17%16%16%

-39*30-163526373233283139Fairly Satisfied
-%15%1%19%-%20%16%16%15%16%14%14%14%15%

b

-27223-102319272225232527Very Satisfied
-%10%7%14%-%12%10%11%11%11%11%12%11%10%

Have not Contacted / Not
Applicable (DO NOT READ

-86655-247655826179697786OUT)
-%34%23%35%-%29%34%33%33%30%34%35%34%34%

Don't Know (DO NOT READ
-5-4-353555455OUT)
-%2%-%3%-%4%2%2%2%3%2%2%2%2%

-66253-265845645458515666NET: Satisfied
-%26%9%33%-%32%26%27%26%27%25%26%25%26%

b

-571220-164835544650395057NET: Dissatisfied
-%22%47%13%-%20%22%21%22%23%22%20%22%22%

a
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
126175209285950185655823369301Unweighted total
105152166266137168525224166257Weighted total

14172028517992*1031Very Dissatisfied
13%11%12%7%13%13%10%17%17%8%51%16%12%

1413156531959**927Fairly Dissatisfied
13%8%9%24%9%8%11%10%18%1%27%14%10%

Neither Satisfied Nor
182425414102111135-1742Dissatisfied
17%16%15%14%22%26%13%22%25%22%-%26%16%

b

1822204166241057-939Fairly Satisfied
17%14%12%13%26%15%14%19%10%30%-%13%15%

c

10171355418534-427Very Satisfied
9%11%8%21%9%10%11%10%5%16%-%6%10%

Have not Contacted / Not
Applicable (DO NOT READ

295770610116511115*1486OUT)
28%38%42%21%17%29%39%21%20%23%22%21%34%

aa

Don't Know (DO NOT READ
323-3*5*3--35OUT)
3%1%2%-%5%*%3%*%5%-%-%4%2%

27393392194115811-1366NET: Satisfied
26%26%20%34%34%25%25%30%15%46%-%19%26%

c

28303681383514182*2057NET: Dissatisfied
27%19%22%31%22%21%21%28%35%9%78%30%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*d*c*b*a*d*c*baSignificance Level: 95%
833913212610211828850301Unweighted total
5*1868166121117125257Weighted total

1-11112*23*231Very Dissatisfied
23%-%7%15%11%7%35%*%19%18%6%8%12%

**3-221222*227Fairly Dissatisfied
2%33%18%-%26%14%22%20%19%14%8%9%10%

Neither Satisfied Nor
**5*231344*442Dissatisfied
4%33%26%1%20%21%21%28%40%27%8%15%16%

1-12131314*439Fairly Satisfied
23%-%4%33%13%17%21%22%12%21%55%14%15%

*-21-1-111-227Very Satisfied
4%-%10%17%-%7%-%12%10%8%-%9%10%

Have not Contacted / Not
Applicable (DO NOT READ

2*5225-2*2*986OUT)
44%33%29%34%28%34%-%18%1%12%23%36%34%

Don't Know (DO NOT READ
--1-*------25OUT)
-%-%6%-%1%-%-%-%-%-%-%8%2%

1-23141425*666NET: Satisfied
27%-%14%50%13%23%21%34%22%29%55%23%26%

1*51333245*457NET: Dissatisfied
26%33%26%15%38%22%57%20%38%32%14%17%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
13192823252120196741547301Unweighted total
14191832302314143361738257Weighted total

211444133-2531Very Dissatisfied
14%3%6%13%14%15%8%21%10%-%11%14%12%

24244*-*3-4327Fairly Dissatisfied
14%22%13%12%13%1%-%2%11%-%23%8%10%

Neither Satisfied Nor
2545*45463*342Dissatisfied

14%27%22%16%2%17%32%26%18%61%3%8%16%

-46742214*5439Fairly Satisfied
-%19%35%23%14%10%13%10%12%9%27%10%15%

21*2663-3--527Very Satisfied
14%3%*%6%20%24%19%-%9%-%-%13%10%

Have not Contacted / Not
Applicable (DO NOT READ

6549984511261786OUT)
45%24%24%30%31%33%28%35%32%31%36%46%34%

Don't Know (DO NOT READ
-*--2--12--*5OUT)
-%1%-%-%6%-%-%7%6%-%-%1%2%

2469108517*5966NET: Satisfied
14%22%35%29%34%34%32%10%21%9%27%23%26%

453884137-6957NET: Dissatisfied
28%26%19%25%27%16%8%23%21%-%34%22%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
606910666301Unweighted total
51846161257Weighted total

4127731Very Dissatisfied
7%14%12%12%12%

984727Fairly Dissatisfied
17%9%6%12%10%

b

Neither Satisfied Nor
111014742Dissatisfied
21%11%23%12%16%

c

10147939Fairly Satisfied
19%16%12%14%15%

3136527Very Satisfied
5%16%10%8%10%

Have not Contacted / Not
Applicable (DO NOT READ

1526202586OUT)
30%31%32%42%34%

Don't Know (DO NOT READ
*23*5OUT)
*%2%5%*%2%

1327131466NET: Satisfied
25%32%21%22%26%

1220111457NET: Dissatisfied
24%23%18%24%22%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
171420658388132649213301Unweighted total

4922758810235247257Weighted total

*-*361-**1314Very Dissatisfied
3%-%1%5%6%5%-%8%5%5%5%

-**121***44Fairly Dissatisfied
-%1%1%1%2%5%6%2%8%2%2%

a

Neither Satisfied Nor
-1*781-**2122Dissatisfied
-%11%*%9%9%7%-%10%8%8%8%

33524262*117173Fairly Satisfied
65%37%25%32%30%24%12%25%27%29%29%

*18142331116568Very Satisfied
8%15%38%18%26%25%42%15%26%27%26%

Have not Contacted / Not
Applicable (DO NOT READ

128242131116669OUT)
19%23%35%32%23%27%40%27%22%27%27%

Don't Know (DO NOT READ
*1-241-**77OUT)
6%13%-%2%4%6%-%12%4%3%3%

351438495113136141NET: Satisfied
72%52%63%50%55%49%54%40%53%55%55%

***571**11718NET: Dissatisfied
3%1%2%6%8%11%6%10%13%7%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*mlkj*i*h*g*f*e*dc*b*aSignificance Level: 95%
23323920727192627136511325301Unweighted total

8131422327242527133532129257Weighted total

-1*121--1-*35214Very Dissatisfied
-%8%3%6%3%-%-%4%-%8%6%23%6%5%

*--41--21-*-*4Fairly Dissatisfied
1%-%-%2%4%-%-%7%7%-%*%-%*%2%

Neither Satisfied Nor
112191213--7-522Dissatisfied
8%5%12%8%4%8%5%10%-%-%13%-%16%8%

153645106733187573Fairly Satisfied
19%39%23%29%18%44%22%26%22%81%34%33%17%29%

43556711846*10-1168Very Satisfied
47%25%36%25%28%46%30%14%43%6%18%-%37%26%

Have not Contacted / Not
Applicable (DO NOT READ

234609*11104*157469OUT)
23%23%25%27%35%1%43%38%28%6%28%35%13%27%

Don't Know (DO NOT READ
*-*72--*---237OUT)
1%-%1%3%8%-%-%*%-%-%-%9%11%3%

588120122213119328716141NET: Satisfied
67%64%59%54%46%91%52%40%65%87%53%33%54%55%

*1*162--31*45218NET: Dissatisfied
1%8%3%7%7%-%-%11%7%8%7%23%7%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
372648521613323580203298301Unweighted total
252325620110621378152238257Weighted total

21131141-61-3-14Very Dissatisfied
9%5%5%5%4%3%-%7%5%-%12%-%5%

*4*44*-**---4Fairly Dissatisfied
*%2%*%2%4%*%-%*%1%-%-%-%2%

Neither Satisfied Nor
51721910--53-4-22Dissatisfied

20%7%4%10%10%-%-%6%18%-%16%-%8%

a

27213603291227*1273Fairly Satisfied
7%31%23%30%30%42%31%28%45%9%3%21%29%

b

11571652254126--10268Very Satisfied
44%25%28%26%24%19%17%33%-%-%43%25%26%

a

Have not Contacted / Not
Applicable (DO NOT READ

4642049277218424569OUT)
18%28%35%24%26%35%52%23%24%91%17%54%27%

Don't Know (DO NOT READ
*7253*-11-2-7OUT)
2%3%4%3%3%1%-%2%7%-%8%-%3%

131292911258132487*114141NET: Satisfied
51%55%52%56%55%61%48%61%45%9%46%46%55%

21631581-61-3-18NET: Dissatisfied
9%7%5%7%7%3%-%8%6%-%12%-%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1146212312289301Unweighted total

915311211246257Weighted total

41911314Very Dissatisfied
4%2%8%10%5%5%

3*1-44Fairly Dissatisfied
3%*%1%-%2%2%

Neither Satisfied Nor
241621922Dissatisfied
2%8%14%19%8%8%

c

31933-7373Fairly Satisfied
34%17%30%-%30%29%

b

33171856368Very Satisfied
36%32%16%44%26%26%

aa

Have not Contacted / Not
Applicable (DO NOT READ

16183436669OUT)
18%33%30%27%27%27%

cc

Don't Know (DO NOT READ
241-77OUT)
2%8%1%-%3%3%

a

6426515136141NET: Satisfied
70%49%46%44%56%55%

ab

711011718NET: Dissatisfied
7%2%9%10%7%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
11212069282731-1132284189301Unweighted total

86997119238*-*241368171257Weighted total

473212-----231014Very Dissatisfied
5%7%4%9%5%-%-%-%-%-%13%4%6%5%

31*13-----1214Fairly Dissatisfied
4%1%*%6%1%-%-%-%-%-%9%3%1%2%

Neither Satisfied Nor
5116-22------51722Dissatisfied
6%11%8%-%9%-%-%-%-%-%-%7%10%8%

2828171262*--246164573Fairly Satisfied
33%28%24%63%26%100%-%-%100%100%46%24%26%29%

252320464--*--4214368Very Satisfied
29%23%28%20%27%-%-%100%-%-%28%32%25%26%

Have not Contacted / Not
Applicable (DO NOT READ

172724168-----1175169OUT)
20%27%34%3%29%-%-%-%-%-%4%25%30%27%

c

Don't Know (DO NOT READ
331-7------347OUT)
4%3%1%-%3%-%-%-%-%-%-%5%2%3%

53513716126*-*24103888141NET: Satisfied
62%51%52%82%53%100%-%100%100%100%74%56%52%55%

783315-----351118NET: Dissatisfied
9%8%4%15%6%-%-%-%-%-%21%7%6%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
1355715191211105141227169205301Unweighted total
*2345816516878128186132163257Weighted total

-----291231011101114Very Dissatisfied
-%-%-%-%-%22%6%7%3%8%6%7%7%5%

--1--**4241*14Fairly Dissatisfied
-%-%42%-%-%1%*%3%2%3%1%*%1%2%

Neither Satisfied Nor
--*-1*13132914101322Dissatisfied
-%-%2%-%23%4%8%8%3%7%8%7%8%8%

*****34849234051434273Fairly Satisfied
100%5%2%3%1%33%29%29%29%31%27%33%26%29%

-*1*234148203747393868Very Satisfied
-%5%42%6%38%34%25%28%26%29%25%29%23%26%

Have not Contacted / Not
Applicable (DO NOT READ

-2*2**5239252457285469OUT)
-%90%12%47%10%6%32%23%32%19%31%21%33%27%

bdbdbdf

Don't Know (DO NOT READ
---21-14344247OUT)
-%-%-%44%28%-%1%3%4%3%2%2%3%3%

**1*2589964377988280141NET: Satisfied
100%10%44%9%39%67%54%57%55%60%53%62%49%55%

aa

--1--2101641412101218NET: Dissatisfied
-%-%42%-%-%22%6%10%5%11%7%8%8%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1725248541-1-277124301Unweighted total
*47384556*-*-367111257Weighted total

-5321----2--814Very Dissatisfied
-%10%8%5%2%-%-%-%-%47%-%-%8%5%

-**-1-------44Fairly Dissatisfied
-%1%*%-%2%-%-%-%-%-%-%-%4%2%

Neither Satisfied Nor
-1526-------922Dissatisfied
-%2%13%5%11%-%-%-%-%-%-%-%8%8%

dd

*1812814*-*-2223473Fairly Satisfied
100%38%31%17%24%100%-%100%-%53%36%31%30%29%

b

-1291313-----433068Very Satisfied
-%25%24%28%24%-%-%-%-%-%64%44%27%26%

Have not Contacted / Not
Applicable (DO NOT READ

-1071921------22269OUT)
-%22%17%43%37%-%-%-%-%-%-%25%20%27%

cdc

Don't Know (DO NOT READ
-121*-------47OUT)
-%3%5%2%*%-%-%-%-%-%-%-%4%3%

*29212027*-*-26564141NET: Satisfied
100%63%56%45%48%100%-%100%-%53%100%75%57%55%

-5322----2--1218NET: Dissatisfied
-%10%9%5%4%-%-%-%-%47%-%-%11%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
422325276391191232393137301Unweighted total
31842423328991225353333257Weighted total

-11212226-312414Very Dissatisfied
-%6%7%5%8%21%7%-%11%3%7%11%5%

-1-41-3-3*-14Fairly Dissatisfied
-%1%-%2%4%-%3%-%11%*%-%3%2%

c

Neither Satisfied Nor
-14*21*27-15*322Dissatisfied
-%8%2%9%*%18%8%-%4%14%*%8%8%

b

*51766713119129873Fairly Satisfied
15%28%30%28%27%15%34%68%37%34%28%26%29%

24510589226-81112668Very Satisfied
73%25%41%25%32%26%28%-%33%30%35%19%26%

Have not Contacted / Not
Applicable (DO NOT READ

*575648214*12101169OUT)
11%31%20%27%30%20%15%32%4%6%29%32%27%

cdcd

Don't Know (DO NOT READ
-4-7--4--4--7OUT)
-%2%-%3%-%-%4%-%-%11%-%-%3%

a

2961712416457118232115141NET: Satisfied
89%52%72%53%58%40%63%68%70%65%63%45%55%

a

-12216329-612518NET: Dissatisfied
-%7%7%7%12%21%10%-%22%3%7%15%7%

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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-5119188361054583627301Unweighted total
-311526538902543726257Weighted total

-*10328-32314Very Dissatisfied
-%*%6%5%5%9%-%6%4%13%5%

-*1*131--34Fairly Dissatisfied
-%*%1%*%3%3%69%-%-%11%2%

Neither Satisfied Nor
-*9654-53322Dissatisfied
-%1%6%9%14%4%-%9%9%11%8%

c

-840211030*1410773Fairly Satisfied
-%27%26%32%25%34%31%26%26%28%29%

-1135211027-1812668Very Satisfied
-%35%23%33%26%30%-%33%32%25%26%

Have not Contacted / Not
Applicable (DO NOT READ

-85213816-139369OUT)
-%26%34%20%22%17%-%24%23%13%27%

a

Don't Know (DO NOT READ
-34*22-22-7OUT)
-%10%3%1%5%2%-%4%5%-%3%

ab

-2075421957*312214141NET: Satisfied
-%63%50%65%52%64%31%58%58%53%55%

b

-*114311132618NET: Dissatisfied
-%1%7%5%8%12%69%6%4%23%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
514417012116720424696105-4215173301Unweighted total
21041351041311632338588-2911756257Weighted total

-6681011--37--9214Very Dissatisfied
-%6%4%8%7%7%-%-%4%8%-%-%7%3%5%

*114*1-*32-***4Fairly Dissatisfied
4%1%1%4%*%1%-%*%3%2%-%*%*%*%2%

b

Neither Satisfied Nor
-91051013-*49--7422Dissatisfied
-%9%7%5%7%8%-%*%5%10%-%-%6%7%8%

c

*24403343422112327-11382273Fairly Satisfied
8%23%30%32%33%26%78%33%27%30%-%40%32%39%29%

12734333938*133124-11351868Very Satisfied
88%26%25%32%30%23%22%40%37%28%-%38%30%31%26%

Have not Contacted / Not
Applicable (DO NOT READ

-3340162854-51615-4261169OUT)
-%32%30%15%21%33%-%14%19%17%-%15%22%19%27%

bc

Don't Know (DO NOT READ
-34424-444-22*7OUT)
-%3%3%4%2%3%-%12%5%5%-%7%2%*%3%

a

151746681802245551-227340141NET: Satisfied
96%49%55%64%62%49%100%73%64%58%-%77%62%71%55%

aa

*87121012-*69-*9218NET: Dissatisfied
4%7%5%12%8%8%-%*%7%10%-%*%8%3%7%

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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
596111411742738756479301Unweighted total
411691061432326615575257Weighted total

-2-*59--34414Very Dissatisfied
-%14%-%3%4%6%-%-%6%7%5%5%

-1*-33**1334Fairly Dissatisfied
-%9%1%-%3%2%*%*%2%5%4%2%

Neither Satisfied Nor
-2-1711-*63322Dissatisfied
-%14%-%14%7%7%-%*%10%5%4%8%

d

*12528396815172473Fairly Satisfied
10%12%39%55%26%27%27%31%25%31%32%29%

26*227356922152368Very Satisfied
44%50%2%25%26%25%28%35%36%27%31%26%

Have not Contacted / Not
Applicable (DO NOT READ

2-4*33406611121469OUT)
46%-%59%3%31%28%28%25%18%21%19%27%

Don't Know (DO NOT READ
----36422247OUT)
-%-%-%-%3%4%17%8%3%4%5%3%

273755751317373247141NET: Satisfied
54%62%40%80%52%52%55%67%61%58%63%55%

-3**812**47618NET: Dissatisfied
-%24%1%3%7%8%*%*%7%12%9%7%

d
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*baba*dcbaedcbaSignificance Level: 95%
-30134190-106272209293246280241276301Unweighted total
-25726158-82223169246200230196225257Weighted total

-1482-1127141213101314Very Dissatisfied
-%5%31%1%-%1%5%4%6%6%6%5%6%5%

a

-4*2-*41444244Fairly Dissatisfied
-%2%1%1%-%*%2%1%2%2%2%1%2%2%

Neither Satisfied Nor
-2237-81816202018181822Dissatisfied
-%8%12%4%-%9%8%9%8%10%8%9%8%8%

-73347-226254685861526173Fairly Satisfied
-%29%10%30%-%27%28%32%28%29%27%26%27%29%

b

-68454-255948685563565968Very Satisfied
-%26%17%34%-%31%27%29%28%28%27%29%26%26%

b

Have not Contacted / Not
Applicable (DO NOT READ

-69642-206040654463536269OUT)
-%27%23%26%-%25%27%23%26%22%28%27%28%27%

Don't Know (DO NOT READ
-724-574777677OUT)
-%3%7%3%-%6%3%2%3%4%3%3%3%3%

-1417101-47121102137113125108120141NET: Satisfied
-%55%27%64%-%58%54%60%55%57%54%55%54%55%

b

-1884-1168181617121718NET: Dissatisfied
-%7%31%2%-%2%7%5%7%8%7%6%8%7%

ac
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
126175209285950185655823369301Unweighted total
105152166266137168525224166257Weighted total

31010-364432*514Very Dissatisfied
3%7%6%-%5%16%2%7%6%7%51%7%5%

b

311-3*313--34Fairly Dissatisfied
3%1%1%-%5%1%2%2%5%-%-%4%2%

Neither Satisfied Nor
81316*5416252-722Dissatisfied
8%9%10%1%9%10%10%3%10%7%-%10%8%

3638499141249121210*1773Fairly Satisfied
34%25%29%33%23%33%29%24%22%43%27%25%29%

333533102464121195-2268Very Satisfied
31%23%20%37%39%16%24%41%36%20%-%33%26%

cbc

Have not Contacted / Not
Applicable (DO NOT READ

175254699501085*1169OUT)
16%34%32%21%15%24%30%19%15%23%22%17%27%

ba

Don't Know (DO NOT READ
52323*523--37OUT)
5%1%2%7%5%*%3%4%5%-%-%4%3%

69738218381889343115*38141NET: Satisfied
65%48%49%70%62%49%53%65%59%63%27%58%55%

a

61212-667562*718NET: Dissatisfied
6%8%7%-%10%17%4%9%12%7%51%11%7%

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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*d*c*b*a*d*c*baSignificance Level: 95%
833913212610211828850301Unweighted total
5*1868166121117125257Weighted total

1-1--11-22-114Very Dissatisfied
23%-%5%-%-%7%19%-%18%12%-%4%5%

**1-111111*14Fairly Dissatisfied
1%33%6%-%13%7%19%9%10%7%8%4%2%

Neither Satisfied Nor
--1**1-122*222Dissatisfied
-%-%8%1%4%7%-%10%20%13%14%6%8%

*-51222224*473Fairly Satisfied
5%-%28%16%30%15%41%21%21%21%15%15%29%

1*33251536*768Very Satisfied
27%33%17%50%23%30%21%42%30%35%40%27%26%

Have not Contacted / Not
Applicable (DO NOT READ

2*5225-2*2*969OUT)
44%33%29%34%28%34%-%18%1%12%23%36%27%

Don't Know (DO NOT READ
--1-*------27OUT)
-%-%6%-%1%-%-%-%-%-%-%8%3%

1*84474769*10141NET: Satisfied
32%33%45%66%53%45%63%63%51%56%55%41%55%

1*2-122133*218NET: Dissatisfied
25%33%12%-%13%14%37%9%29%19%8%9%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
13192823252120196741547301Unweighted total
14191832302314143361738257Weighted total

2-*3-41-2--214Very Dissatisfied
15%-%1%8%-%15%8%-%6%-%-%6%5%

--**---11--24Fairly Dissatisfied
-%-%1%*%-%-%-%7%4%-%-%5%2%

Neither Satisfied Nor
*153-3113--522Dissatisfied
1%4%25%10%-%14%8%9%8%-%-%12%8%

24712111043644773Fairly Satisfied
14%22%38%37%38%43%28%20%20%69%21%18%29%

4925116558-6868Very Satisfied
27%49%12%17%36%25%39%34%23%-%33%20%26%

Have not Contacted / Not
Applicable (DO NOT READ

6448413311281569OUT)
45%23%23%27%14%3%18%24%32%31%46%38%27%

Don't Know (DO NOT READ
-*--4--12--*7OUT)
-%1%-%-%13%-%-%7%6%-%-%1%3%

614917221698144914141NET: Satisfied
40%71%50%54%73%68%67%55%43%69%54%38%55%

2-*3-4113--418NET: Dissatisfied
15%-%2%9%-%15%8%7%10%-%-%11%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
606910666301Unweighted total
51846161257Weighted total

263214Very Dissatisfied
4%7%5%4%5%

**224Fairly Dissatisfied
*%*%4%3%2%

Neither Satisfied Nor
575522Dissatisfied

11%8%8%8%8%

1333131473Fairly Satisfied
26%39%22%23%29%

b

1522181368Very Satisfied
30%26%29%22%26%

Have not Contacted / Not
Applicable (DO NOT READ

1513162469OUT)
29%16%27%40%27%

c

Don't Know (DO NOT READ
*43*7OUT)
*%4%5%1%3%

28553127141NET: Satisfied
55%65%51%45%55%

a

265418NET: Dissatisfied
5%7%9%7%7%
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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 using RM (QV4=1) who have had problems with RM in the last 6 months (QRM4=1-5,9, 11-12)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

*-2*3*-**910Very low
1%-%2%*%*%*%-%2%*%1%1%

bb

--32111-*12323Quite low
-%-%3%1%2%1%-%*%1%1%1%

be

471542688224189198Neither low nor high
10%15%14%10%11%11%24%12%8%11%11%

abce

161750194284344822754788Quite high
36%34%46%46%44%44%42%44%45%43%43%

e

232438181280334722781814Very high
53%50%35%43%43%43%34%41%45%44%44%

abccd

Don't Know (DO NOT READ
--*2**--*44OUT)
-%-%*%*%*%*%-%-%*%*%*%

394187375564678154415351602NET: High
89%85%82%89%87%87%76%85%90%87%87%

cddd

*-53141-*13233NET: Low
1%-%5%1%2%1%-%2%1%2%2%

beb
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

*1172*-1--2-210Very low
1%1%1%*%1%*%-%*%-%-%1%-%1%1%

*2219-4-32123523Quite low
1%2%2%1%-%3%-%1%1%2%1%3%2%1%

ggi

41281732522132713*381617198Neither low nor high
5%13%8%11%16%15%7%10%9%*%14%15%8%11%

dkmddmadfgkmdgkmddmddgkmdmd

32373768268628912965271184776788Quite high
38%40%38%44%45%42%49%45%46%43%43%43%37%43%

akm

464050678565879127613411344107814Very high
55%43%51%43%37%39%44%44%43%52%41%40%52%44%

bcefghijchijichij

l

Don't Know (DO NOT READ
1-*3---1-2---4OUT)
1%-%1%*%-%-%-%*%-%3%-%-%-%*%

acgijl

787787136012412016725612661231911831602NET: High
93%83%89%87%82%82%93%89%89%95%85%82%89%87%

bchijlbchijlbchil

1332624-42143633NET: Low
1%4%3%2%1%3%-%1%1%2%1%3%3%2%

gjgggg
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

-10286*-2**--10Very low
-%1%*%1%1%*%-%*%*%1%-%-%1%

2217166*-134-1-23Quite low
1%1%2%1%1%*%-%3%2%-%*%-%1%

h

221763416310214740154132198Neither low nor high
12%11%8%11%14%11%12%8%8%9%9%6%11%

bbde

70718185603293692021091177018788Quite high
38%43%44%42%41%50%36%41%49%37%48%48%43%

efhefhh

90724185629307532924675256117814Very high
49%44%44%44%43%39%52%48%41%53%42%45%44%

g

Don't Know (DO NOT READ
-4313--*---*4OUT)
-%*%1%*%*%-%-%*%-%-%-%1%*%

a

160144237112325991214945716742130351602NET: High
87%87%89%87%84%89%88%89%90%90%91%93%87%

hhh

231924121-154*1-33NET: Low
1%2%2%2%2%1%-%3%2%1%*%-%2%

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

423-1010Very low
1%1%*%-%1%1%

a

7313*2323Quite low
2%1%1%*%1%1%

36341196191198Neither low nor high
9%13%10%5%11%11%

17112648539749788Quite high
44%47%42%34%44%43%

b

16910552969744814Very high
44%39%46%60%43%44%

ba

Don't Know (DO NOT READ
*-3*34OUT)
*%-%*%*%*%*%

340231101410814941602NET: High
88%85%88%94%87%87%

a

11516*3333NET: Low
3%2%1%*%2%2%

a
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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 using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

61228-----25310Very low
2%*%*%5%*%-%-%-%-%-%7%2%*%1%

abaiabiai

6810122-----151823Quite low
2%1%1%3%1%-%-%-%-%-%4%2%1%1%

ai

2782896192---*-521171198Neither low nor high
10%11%10%17%11%-%-%-%11%-%21%9%11%11%

babi

12031135818770*-*2412102668788Quite high
45%43%42%57%43%100%-%82%84%90%48%43%43%43%

abi

1103133915808--***5104704814Very high
41%44%46%17%45%-%-%18%5%10%20%44%45%44%

cjcjcj

Don't Know (DO NOT READ
-22-4-------44OUT)
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

230624749241578*-1241720613721602NET: High
86%87%88%74%87%100%-%100%89%100%68%87%88%87%

cjcjcj

12912330-----392133NET: Low
4%1%1%9%2%-%-%-%-%-%11%4%1%2%

abaiabiai
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-2---2365676710Very low
-%50%-%-%-%4%*%1%1%1%1%1%1%1%

a

-----*14166131561423Quite low
-%-%-%-%-%*%1%1%1%3%1%1%1%1%

bc

--1134111105426112169102198Neither low nor high
-%-%45%7%14%8%10%10%10%12%10%10%10%11%

*-*9919484490183228523307479788Quite high
100%-%10%54%39%37%45%45%44%43%45%46%46%43%

-2171126458475176223505281445814Very high
-%50%45%39%47%51%43%43%43%42%43%42%42%44%

Don't Know (DO NOT READ
------22122224OUT)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

*2216204594296435845010285899241602NET: High
100%50%55%93%86%88%88%88%87%85%88%88%88%87%

ddd

-2---21822111922132133NET: Low
-%50%-%-%-%4%2%2%3%4%2%2%2%2%

abcf
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-52*-----2-2210Very low
-%3%1%*%-%-%-%-%-%31%-%20%*%1%

abc

-*527-----1-1223Quite low
-%*%2%1%2%-%-%-%-%-%17%-%2%1%

d

*18263146-----1258198Neither low nor high
2%10%10%11%11%-%-%-%-%-%14%21%11%11%

479106140193*-*-424218788Quite high
36%45%39%50%45%68%-%87%-%69%30%41%43%43%

c

771133108186*-***32218814Very high
62%41%49%38%43%32%-%13%100%1%39%19%43%44%

bd

Don't Know (DO NOT READ
-*1---------24OUT)
-%*%*%-%-%-%-%-%-%-%-%-%*%*%

111502392473791-**4564361602NET: High
98%87%88%88%88%100%-%100%100%69%70%60%85%87%

-5737----2121433NET: Low
-%3%3%1%2%-%-%-%-%31%17%20%3%2%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

-7282-3-3--210Very low
-%1%2%*%1%-%1%-%5%-%-%1%1%

abc

-15222329-165123Quite low
-%1%2%1%2%7%2%-%2%4%4%1%1%

aa

1120918920239-12131422198Neither low nor high
9%10%10%11%12%10%11%-%16%9%12%11%11%

1521377516214152232634286788Quite high
18%45%40%43%39%58%44%72%44%44%36%45%43%

c

450043771746140125615779814Very high
73%43%47%44%46%25%41%28%34%42%48%42%44%

bd

Don't Know (DO NOT READ
-2-4--2--1*-4OUT)
-%*%-%*%-%-%*%-%-%1%*%-%*%

6102180152213719292357124991661602NET: High
91%88%87%87%84%83%85%100%78%86%83%87%87%

d

-223305212-565333NET: Low
-%2%4%2%3%7%3%-%6%4%4%2%2%

a
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

--7*24-22-10Very low
-%-%1%*%1%1%-%1%1%-%1%

-3126212-52623Quite low
-%3%1%2%1%3%-%3%1%10%1%

b

-139334105131598198Neither low nor high
-%12%10%10%8%13%17%8%7%12%11%

-63445171621666865925788Quite high
-%55%46%53%48%41%36%49%48%40%43%

bb

-35417113541687685123814Very high
-%30%43%35%42%42%47%39%41%37%44%

ac

Don't Know (DO NOT READ
--2*-2----4OUT)
-%-%*%*%-%*%-%-%-%-%*%

-9886328511733413154110481602NET: High
-%85%88%88%90%83%83%87%90%78%87%

aa

-3196315-73633NET: Low
-%3%2%2%3%4%-%4%3%10%2%

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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-72467-242--6*10Very low
-%1%*%1%1%1%-%2%1%*%-%-%1%*%1%

a

-11613614-5912-35423Quite low
-%2%1%3%1%1%-%5%3%3%-%4%1%2%1%

aabb

*69895469102-123643-85735198Neither low nor high
2%10%10%12%10%10%-%12%11%13%-%10%10%13%11%

*331415189305478249151143-39264124788Quite high
6%48%46%42%46%46%45%47%45%43%-%49%46%47%43%

5274394186279442235135135-29240101814Very high
91%40%43%42%42%42%55%34%40%40%-%37%42%38%44%

Don't Know (DO NOT READ
-2*222--2*--2*4OUT)
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

5604809375584920484286278-685052241602NET: High
98%87%89%84%88%88%100%82%85%83%-%85%88%85%87%

cc

-178171321-61213-312433NET: Low
-%3%1%4%2%2%-%6%4%4%-%4%2%2%2%

aab
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

222-722222210Very low
16%9%11%-%1%*%4%3%1%1%1%1%

aac

---11185496423Quite low
-%-%-%4%2%1%9%5%4%3%2%1%

abca

*7266492710322634198Neither low nor high
2%37%11%17%9%11%14%15%13%14%13%11%

5771232938425359893119788Quite high
46%36%45%33%48%45%49%50%40%49%44%43%

c

44517276373121910263114814Very high
36%19%33%46%40%43%25%27%42%33%42%44%

bdebde

Don't Know (DO NOT READ
----2*--*2*4OUT)
-%-%-%-%*%*%-%-%*%1%*%*%

910122960575837531991562331602NET: High
82%55%78%79%88%88%73%77%82%82%85%87%

e

2221181066118633NET: Low
16%9%11%4%3%1%13%8%5%4%2%2%

aabca
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

467*-*5310897910Very low
*%2%14%*%-%*%*%*%1%1%1%1%1%1%

ba

815133-82210231822172223Quite low
1%6%25%*%-%2%1%1%1%1%1%1%1%1%

ba

122752266*40165106185132165129163198Neither low nor high
8%29%42%4%5%11%10%11%10%10%10%11%10%11%

ba

67211696931175716437767580703539691788Quite high
43%45%16%44%36%49%44%46%44%45%44%44%44%43%

bb

7704428032131713392775550714521702814Very high
49%17%4%51%59%37%44%41%44%43%44%43%44%44%

abc

Don't Know (DO NOT READ
4--2-122222224OUT)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

144116111149633071429828154211301417106013921602NET: High
91%63%20%96%95%86%88%87%88%88%88%87%88%87%

ab

1221203-82713332630243033NET: Low
1%8%38%*%-%2%2%1%2%2%2%2%2%2%

ba
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

19622245-2-210Very low
*%1%*%2%1%1%*%3%-%3%-%1%1%

bcbcb

11121031151449**823Quite low
1%1%1%4%6%2%1%3%4%*%4%4%1%

ccb

811161688193214617178*22198Neither low nor high
10%12%11%11%10%11%11%10%8%15%7%9%11%

34744167234761375687998272106788Quite high
42%44%43%45%41%47%42%47%44%50%30%44%43%

39442070028791156276398174102814Very high
47%42%45%37%42%39%46%38%44%32%58%43%44%

aac

Don't Know (DO NOT READ
224--22-----4OUT)
*%*%*%-%-%1%*%-%-%-%-%-%*%

74186113726315525211951421964462091602NET: High
89%86%88%83%83%86%88%84%89%82%89%87%87%

a

122115513717992*1033NET: Low
1%2%1%7%7%2%1%5%4%3%4%4%2%

ccb
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

1**-**-----*10Very low
2%*%*%-%1%*%-%-%-%-%-%*%1%

2-*1112-12*223Quite low
3%-%*%3%2%1%11%-%4%3%*%1%1%

bbacd

42145794679316198Neither low nor high
5%15%13%11%15%11%20%13%25%13%24%11%11%

daca

37748182138619824473788Quite high
53%46%47%43%46%47%30%39%30%37%35%51%43%

bbbcd

276411817338231230552814Very high
38%38%39%43%36%40%40%48%41%46%40%36%44%

a

Don't Know (DO NOT READ
------------4OUT)
-%-%-%-%-%-%-%-%-%-%-%-%*%

6412893638711342205591251602NET: High
90%84%86%86%82%88%70%87%72%84%75%87%87%

bbdbd

3**1112-12*233NET: Low
4%*%*%3%3%1%11%-%4%3%*%2%2%

bbacd
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

-223*---1--*10Very low
-%1%1%1%*%-%-%-%1%-%-%*%1%

2*2241313-5123Quite low
2%*%1%1%3%1%3%1%1%-%3%*%1%

akaak

1312252381617152621328198Neither low nor high
11%7%15%12%6%11%16%13%11%4%10%10%11%

hkhkh

51617282625541471172266112788Quite high
43%38%43%43%46%41%38%41%48%44%49%41%43%

fk

5387668259624652962652131814Very high
45%53%39%43%44%46%43%45%40%52%38%48%44%

bdjd

Don't Know (DO NOT READ
----*2-1---14OUT)
-%-%-%-%*%1%-%1%-%-%-%*%*%

dd

1041491381641211178799213491192431602NET: High
88%91%82%86%90%87%81%85%87%96%87%89%87%

fjfjfjfj

235451315-5133NET: Low
2%2%3%2%4%1%3%1%2%-%3%*%2%

aaagaaa
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

531*10Very low
1%1%*%*%1%

a

477523Quite low
1%1%2%1%1%

50465843198Neither low nor high
11%10%12%9%11%

184199205201788Quite high
41%43%44%44%43%

206203195210814Very high
46%44%42%46%44%

Don't Know (DO NOT READ
-2114OUT)
-%*%*%*%*%

3904023994101602NET: High
87%87%86%89%87%

9109533NET: Low
2%2%2%1%2%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
142821284275906679215142415722239Unweighted total

43481074216467610184817601837Weighted total

224132731117073Very low
6%5%4%3%4%4%8%4%3%4%4%

b

24745586*14177182Quite low
6%8%6%11%9%7%4%7%8%10%10%

de

101541146209224513599621Neither low nor high
23%31%38%35%32%29%42%26%27%34%34%

eeebcebe

161437133221313721561591Quite high
37%30%34%32%34%40%28%41%43%32%32%

adaad

1213198112614249342356Very high
29%27%17%19%19%19%17%22%18%19%19%

abc

Don't Know (DO NOT READ
--*361*-11212OUT)
-%-%*%1%1%1%2%-%2%1%1%

2927552143464551129903948NET: High
66%57%52%51%54%59%45%63%61%51%52%

abcadadad

561158858125247255NET: Low
11%12%10%14%13%11%11%11%11%14%14%

e
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
263271298140714413416526213760244851762239Unweighted total

8492981562151147181289141642731102061837Weighted total

4466061885*1231573Very low
4%4%6%4%4%1%5%3%3%*%4%3%7%4%

hdfhj

71012153171426309331158182Quite low
8%11%12%10%12%9%14%10%7%5%11%14%4%10%

aaaaademaaa

2828375285647561025322894360621Neither low nor high
34%30%38%34%37%32%31%35%38%35%33%39%29%34%

l

253326507495348974525742592591Quite high
30%36%26%32%32%36%27%34%32%38%27%23%45%32%

bckkbkbbcefgij

km

201717303222939522914652131356Very high
23%19%17%19%15%20%22%18%21%22%24%19%15%19%

aiai

Don't Know (DO NOT READ
1*110*33---22*12OUT)
1%1%1%1%*%2%2%-%-%-%1%2%*%1%

fff

455043810718287149743913946123948NET: High
53%54%43%52%47%56%48%51%52%60%51%42%60%52%

kbkkkbkbgik

10141721324153438143431923255NET: Low
12%15%18%14%16%10%19%13%10%5%16%17%11%14%

ddeddehdd
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
288195166415758951537756622455211562239Unweighted total
183165341714207161375651318547144371837Weighted total

4691756351*238*6-73Very low
2%4%4%4%5%1%1%4%4%1%4%-%4%

g

171654114178955122*124182Quite low
9%10%10%10%11%7%8%10%12%1%9%12%10%

cccc

59562142479242561716654215013621Neither low nor high
32%34%34%34%34%41%31%32%29%44%35%35%34%

dd

63528142449232471415071194512591Quite high
34%32%34%32%32%35%26%29%38%41%31%32%32%

e

38319722851252316117316318356Very high
20%19%17%20%17%17%28%23%17%13%21%20%19%

cdghh

Don't Know (DO NOT READ
310394*35--*-12OUT)
1%1%1%1%1%*%5%1%-%-%*%-%1%

bdegh

1018472137343577030268102257520948NET: High
55%51%51%52%50%52%54%52%55%54%52%53%52%

212345819711310574301184255NET: Low
11%14%14%14%16%8%9%14%16%2%13%12%14%

cgcgcgcc
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
505350136211521242239Unweighted total
388271115311517211837Weighted total

19183576673Very low
5%7%3%6%4%4%

a

373510613169182Quite low
10%13%9%12%10%10%

a

1279639037584621Neither low nor high
33%36%34%32%34%34%

1297738129562591Quite high
33%28%33%25%33%32%

734323327329356Very high
19%16%20%24%19%19%

Don't Know (DO NOT READ
32821112OUT)
1%1%1%2%1%1%

20212061456891948NET: High
52%44%53%49%52%52%

bb

565314121235255NET: Low
14%20%12%18%14%14%

ac
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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 using RM (QV4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
4419438556521741-3375137617982239Unweighted total
269716852321805*-1242523715681837Weighted total

172630469-----4135673Very low
6%4%3%14%4%-%-%-%-%-%18%5%4%4%

ababiabi

2774824178----2223156182Quite low
10%10%10%12%10%-%-%-%-%44%9%10%10%10%

7724729710611---**967544621Neither low nor high
29%35%35%31%34%-%-%-%16%7%37%28%35%34%

ccbb

952352628583*-1-2686496591Quite high
35%33%31%27%32%100%-%100%-%49%23%36%32%32%

501341723353-----347306356Very high
19%19%20%10%20%-%-%-%-%-%13%20%20%19%

Don't Know (DO NOT READ
2110211---2--*1012OUT)
1%*%1%6%1%-%-%-%84%-%-%*%1%1%

bbabi

14536943412936*-1-29134802948NET: High
54%51%51%37%52%100%-%100%-%49%36%56%51%52%

cjcjcj

441001128247----2736211255NET: Low
16%14%13%26%14%-%-%-%-%44%26%15%13%14%

abiabi
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
149293810413591439594688154595414172239Unweighted total
*4317235210731093412532117267210491837Weighted total

-211-42647161934223173Very low
-%50%46%6%-%7%2%4%4%4%3%3%3%4%

ac

---13410210543491096096182Quite low
-%-%-%3%12%8%10%10%10%9%9%9%9%10%

-**4611359370142181382210348621Neither low nor high
-%3%12%26%27%22%33%34%34%34%33%31%33%34%

b

***11820377362136159416250367591Quite high
100%3%2%63%33%40%35%33%33%30%35%37%35%32%

ddfd

-21*71020720674122227128204356Very high
-%45%40%2%28%20%19%19%18%23%19%19%19%19%

ef

Don't Know (DO NOT READ
-----2232242412OUT)
-%-%-%-%-%4%*%*%1%*%*%*%*%1%

a

*21111430584568210281642378570948NET: High
100%48%41%65%61%59%54%52%51%53%55%56%54%52%

ef

-21138128152596814382127255NET: Low
-%50%46%9%12%15%12%14%14%13%12%12%12%14%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133063863704694-31411146552239Unweighted total
111732732814321-**5795101837Weighted total

-103813----21-1773Very low
-%6%1%3%3%-%-%-%-%31%14%-%3%4%

cc

215202746----41143182Quite low
15%8%7%10%11%-%-%-%-%69%14%12%8%10%

2708792130*-**-*2178621Neither low nor high
16%40%32%33%30%32%-%13%100%-%4%24%35%34%

abc

7559295167*-*--24152591Quite high
59%32%34%34%39%68%-%87%-%-%33%45%30%32%

122725973----*22118356Very high
10%13%26%21%17%-%-%-%-%1%35%18%23%19%

add

Don't Know (DO NOT READ
-2--2-------212OUT)
-%1%-%-%*%-%-%-%-%-%-%-%*%1%

bc

877163154240*-*-*56270948NET: High
69%45%60%55%56%68%-%87%-%1%68%64%53%52%

ddd

224223559----52159255NET: Low
15%14%8%13%14%-%-%-%-%99%28%12%12%14%

ccc
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babacba*edcbaSignificance Level: 95%
141530122211725133401101121751532372239Unweighted total

61165931744162233443731451191911837Weighted total

2317666*13-457373Very low
40%3%8%4%4%1%4%-%5%4%6%2%4%

aa

*109817492381815816182Quite low
1%9%9%10%5%8%11%35%11%11%7%8%10%

c

*38123598609112*20573567621Neither low nor high
5%33%25%34%37%39%32%10%28%39%30%35%34%

bd

341233558499102125403854591Quite high
54%35%35%32%30%36%29%25%35%28%32%28%32%

-2272033639478114273050356Very high
-%19%22%19%24%16%23%29%19%19%26%26%19%

Don't Know (DO NOT READ
-4211--2-2-**12OUT)
-%*%2%1%-%-%1%-%3%-%*%*%1%

ac

36395389588121792396769104948NET: High
54%55%57%51%54%52%52%55%53%46%58%55%52%

c

31411524015251112211520255NET: Low
41%12%16%14%9%9%15%35%16%14%12%10%14%

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-207132545915753128224152772239Unweighted total
-11497732513040216177123621837Weighted total

-3314415443473Very low
-%2%3%1%3%4%27%3%3%6%4%

a

-992241534*18159182Quite low
-%8%9%7%11%8%*%10%12%14%10%

-46328118431384634222621Neither low nor high
-%40%34%36%33%34%25%36%34%36%34%

-39332122401195603718591Quite high
-%34%34%38%31%30%30%34%30%29%32%

-16190542795332269356Very high
-%14%19%17%21%24%18%18%21%15%19%

Don't Know (DO NOT READ
-242*2--*-12OUT)
-%2%*%1%*%*%-%-%*%-%1%

b

-55521177682137916227948NET: High
-%48%53%54%52%53%48%52%51%44%52%

-121232919494221812255NET: Low
-%10%13%9%15%12%27%13%15%20%14%

a
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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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096158464442-1488393662239Unweighted total

569290744866810444103336334-795752651837Weighted total

-2128172231-5814-220573Very low
-%3%3%4%3%3%-%5%3%4%-%3%4%2%4%

27375375994-143330-105622182Quite low
31%11%8%8%9%9%-%13%10%9%-%12%10%8%10%

1238293150207346231120109-2419083621Neither low nor high
15%34%32%33%31%33%39%31%36%33%-%30%33%31%34%

124132613825036513497106-27197103591Quite high
26%35%36%31%37%35%19%33%29%32%-%34%34%39%32%

c

11161821041272042167572-1511050356Very high
28%17%20%23%19%19%42%16%22%21%-%19%19%19%19%

b

Don't Know (DO NOT READ
-24224-222-22212OUT)
-%*%*%*%*%*%-%2%1%1%-%2%*%1%1%

b

3357508242377569351172178-42307153948NET: High
54%52%56%54%56%54%61%49%51%53%-%53%53%58%52%

b

2941035481125-194145-127626255NET: Low
31%14%11%12%12%12%-%18%12%13%-%15%13%10%14%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159861093392803992239Unweighted total
1119163768886050692431912731837Weighted total

-3252127441261073Very low
-%18%11%15%3%3%8%6%5%3%4%4%

b

*53482781111242619182Quite low
2%24%22%10%12%9%21%16%10%14%7%10%

aacaa

252102382881524797997621Neither low nor high
21%29%13%27%35%33%30%34%33%41%36%34%

c

85692312931621774682591Quite high
74%29%37%24%34%34%31%30%32%24%30%32%

b

*-3911717137493264356Very high
3%-%17%24%17%20%6%11%20%17%23%19%

deebde

Don't Know (DO NOT READ
----*42222212OUT)
-%-%-%-%*%*%4%3%1%1%1%1%

ac

95917347464192812678145948NET: High
77%29%55%48%50%54%37%41%52%41%53%52%

bebde

*8591031041515363228255NET: Low
2%42%33%25%15%12%30%22%15%17%10%14%

abcaa
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928351620241207216916382026157919982239Unweighted total
158025753156633551623950176212891613121415881837Weighted total

54201149-125625734663436273Very low
3%8%21%3%-%3%3%3%4%4%4%4%4%4%

ba

1463611116*43160103174128160117156182Quite low
9%14%21%7%5%12%10%11%10%10%10%10%10%10%

ba

52794185031122551323591418529399522621Neither low nor high
33%36%33%32%36%34%34%34%34%32%33%33%33%34%

51873105432118533325572442536415526591Quite high
33%28%20%35%59%33%33%34%32%34%33%34%33%32%

b

324323343-58315169340251321238317356Very high
21%12%5%22%-%16%19%18%19%19%20%20%20%19%

ab

Don't Know (DO NOT READ
102-12-27412453512OUT)

1%1%-%1%-%1%*%*%1%*%*%*%*%1%

b

842105138862176849494912693857653843948NET: High
53%41%25%57%59%50%52%52%52%54%53%54%53%52%

ab

2005622165*55216128247174222160218255NET: Low
13%22%42%11%5%15%13%14%14%13%14%13%14%14%

ba

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 125  (continuation)                                                                                                                                                  Page 2289

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 using RM (QV4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
9731266190886224387161222826763122802239Unweighted total
836100015607618729313601692215472401837Weighted total

25486157134911103*1173Very low
3%5%4%6%4%4%4%7%4%6%2%5%4%

bb

811011576203412721257125182Quite low
10%10%10%7%11%12%9%13%11%14%7%10%10%

2673545303154111455527614277621Neither low nor high
32%35%34%41%29%38%33%31%35%25%30%32%34%

a

252339501206890435646622281591Quite high
30%34%32%26%37%31%32%38%30%41%26%34%32%

20315430114374528618427244356Very high
24%15%19%18%20%15%21%11%19%14%34%18%19%

aac

Don't Know (DO NOT READ
849*11822--212OUT)
1%*%1%1%1%*%1%1%1%-%-%1%1%

4554938023410513572282108294125948NET: High
54%49%51%44%56%46%53%49%49%55%60%52%52%

ac

106149218102647176333511137255NET: Low
13%15%14%14%14%16%13%19%16%20%9%15%14%

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 using RM (QV4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
129342421051272005212078165513682239Unweighted total

701510342468019482865121431837Weighted total

1*72333323*473Very low
2%*%7%5%7%4%13%5%9%4%4%2%4%

dca

62126542233112182Quite low
9%11%11%14%10%5%8%4%10%5%11%8%10%

20636111526617821448621Neither low nor high
28%41%35%26%33%32%33%36%28%33%37%34%34%

304341416335171025360591Quite high
42%26%33%34%35%42%27%34%37%38%26%42%32%

b

133159714410513320356Very high
19%20%14%21%15%18%19%21%17%20%22%14%19%

Don't Know (DO NOT READ
**-----*-*--12OUT)
*%1%-%-%-%-%-%*%-%*%-%-%1%

437492323489271538680948NET: High
61%46%47%55%50%59%46%55%54%58%48%56%52%

b

82198874456215255NET: Low
11%12%18%19%17%8%22%9%18%9%15%11%14%

cacc
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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 using RM (QV4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
130141196158135168150162532371163142239Unweighted total
119163168191133135107116244511362731837Weighted total

6948624411-101073Very low
5%6%2%4%4%1%4%3%4%-%7%4%4%

ggj

131125201117712265729182Quite low
11%7%15%10%8%13%7%10%11%10%5%11%10%

bfkb

384064685343513777175578621Neither low nor high
32%24%38%36%40%32%48%32%32%34%41%28%34%

akkakadegiklak

405645573647303987174591591Quite high
34%34%27%30%27%35%28%33%36%34%33%33%32%

j

194828372526152342111965356Very high
16%29%17%19%19%19%14%20%17%22%14%24%19%

bdfghijlbdf

Don't Know (DO NOT READ
2-2221-21--112OUT)
2%-%1%1%2%1%-%1%1%-%-%*%1%

591047393627345621292964156948NET: High
50%64%44%49%46%54%42%53%53%56%47%57%52%

bdfhijlfffjfhj

19202928161911163651739255NET: Low
16%12%17%14%12%14%11%13%15%10%12%14%14%
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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 using RM (QV4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4674618444672239Unweighted total
4494604674601837Weighted total

1916192073Very low
4%3%4%4%4%

49484541182Quite low
11%10%10%9%10%

142164165150621Neither low nor high
31%36%35%33%34%

141140156154591Quite high
31%30%33%33%32%

94878095356Very high
21%19%17%21%19%

Don't Know (DO NOT READ
453112OUT)
1%1%1%*%1%

236228235249948NET: High
52%49%50%54%52%

68636360255NET: Low
15%14%14%13%14%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 125  (continuation)                                                                                                                                                  Page 2293

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 using RM (QV4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*dcbaSignificance Level: 95%
22911486196123252181277Unweighted total

323202571247986Weighted total

-1-*1****55Very good
-%51%-%2%6%4%6%3%4%6%6%

***351**11415Fairly good
6%2%14%14%21%18%21%20%17%17%17%

*11481*112122Neither good nor poor
14%28%28%18%31%22%19%24%21%26%26%

1*2542*111719Fairly poor
47%5%52%25%14%34%46%26%35%21%22%

aa

1**631***1415Very poor
31%14%1%32%13%13%9%16%12%18%17%

a

*-*241-**99Don't know
2%-%4%9%15%10%-%11%11%11%11%

*1*372*111921NET: Good
6%53%14%16%26%22%26%23%21%24%24%

2*21173*123134NET: Poor
78%19%53%57%27%46%55%42%47%39%40%

a
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
277------------277Unweighted total

86------------86Weighted total

5------------5Very good
6%-%-%-%-%-%-%-%-%-%-%-%-%6%

15------------15Fairly good
17%-%-%-%-%-%-%-%-%-%-%-%-%17%

22------------22Neither good nor poor
26%-%-%-%-%-%-%-%-%-%-%-%-%26%

19------------19Fairly poor
22%-%-%-%-%-%-%-%-%-%-%-%-%22%

15------------15Very poor
17%-%-%-%-%-%-%-%-%-%-%-%-%17%

9------------9Don't know
11%-%-%-%-%-%-%-%-%-%-%-%-%11%

21------------21NET: Good
24%-%-%-%-%-%-%-%-%-%-%-%-%24%

34------------34NET: Poor
40%-%-%-%-%-%-%-%-%-%-%-%-%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
48229121156111276662063110277Unweighted total
13733353369123616386Weighted total

14331*-4--1*5Very good
10%6%8%5%2%3%-%16%-%-%9%10%6%

hh

41151072-3-12*15Fairly good
30%15%16%18%20%19%-%13%-%90%27%10%17%

a

4191013121152*1122Neither good nor poor
29%25%29%24%32%16%53%22%29%7%10%37%26%

b

31671283*43-1119Fairly poor
23%22%20%23%21%30%34%17%45%-%16%18%22%

1146961-51-1*15Very poor
6%19%18%17%18%12%-%20%22%-%15%16%17%

b

*93632*3**1*9Don't know
1%12%9%12%7%19%13%12%5%3%22%10%11%

bh

51581382-7-12121NET: Good
40%21%24%24%22%22%-%29%-%90%37%19%24%

a

4301322144*84-2134NET: Poor
29%41%38%41%39%43%34%37%67%-%31%34%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
714615915262277Unweighted total
21145158186Weighted total

3*2*55Very good
13%2%5%9%6%6%

ab

231021315Fairly good
10%21%20%42%16%17%

441412122Neither good nor poor
22%30%27%22%26%26%

531011919Fairly poor
25%24%21%11%23%22%

429*1515Very poor
21%12%17%1%18%17%

226189Don't know
9%11%11%14%10%11%

531231821NET: Good
23%23%24%51%22%24%

1051913334NET: Poor
46%36%37%13%41%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
63122929268----2754214277Unweighted total
134033285----11127386Weighted total

*32-5------*55Very good
3%8%6%-%6%-%-%-%-%-%-%3%7%6%

267*15-----*11415Fairly good
11%16%21%10%18%-%-%-%-%-%15%11%19%17%

11210*22-----*12122Neither good nor poor
8%29%29%8%26%-%-%-%-%-%12%8%29%26%

ccbb

4106*19-----*41519Fairly poor
28%25%17%7%23%-%-%-%-%-%11%31%21%22%

555114----**51015Very poor
38%13%14%38%17%-%-%-%-%17%51%38%14%17%

abai

23419----**189Don't know
12%9%13%38%10%-%-%-%-%83%10%8%10%11%

2109*20-----*21921NET: Good
14%24%27%10%24%-%-%-%-%-%15%15%26%24%

91510133----*182534NET: Poor
66%38%31%45%40%-%-%-%-%17%62%69%35%40%

abai
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-1-34151672008674190117178277Unweighted total
-*-1144858242054305086Weighted total

------23122215Very good
-%-%-%-%-%-%4%5%3%9%4%6%1%6%

aaa

-----18113496915Fairly good
-%-%-%-%-%14%17%18%14%19%16%20%17%17%

---*111213631361322Neither good nor poor
-%-%-%16%41%18%24%23%25%17%24%21%25%26%

---1-11312561471419Fairly poor
-%-%-%84%-%22%27%21%23%28%27%23%28%22%

-*--*191164105915Very poor
-%100%-%-%22%31%18%20%25%19%19%17%18%17%

----*158226459Don't know
-%-%-%-%37%15%10%13%10%8%11%13%9%11%

-----1101446118921NET: Good
-%-%-%-%-%14%21%23%17%28%20%26%19%24%

-*-1*2212411924122334NET: Poor
-%100%-%84%22%53%45%41%48%47%46%41%47%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-46474453-----2369277Unweighted total
-9131318-----*11986Weighted total

-**1--------25Very good
-%5%1%11%-%-%-%-%-%-%-%-%9%6%

ac

-1322-----*-415Fairly good
-%17%24%16%10%-%-%-%-%-%100%-%19%17%

-*436-------322Neither good nor poor
-%5%30%22%31%-%-%-%-%-%-%-%18%26%

ddd

-3326------*519Fairly poor
-%35%22%14%35%-%-%-%-%-%-%19%28%22%

bb

-3232-------415Very poor
-%36%14%21%12%-%-%-%-%-%-%-%20%17%

ac

-*122------*19Don't know
-%3%9%15%12%-%-%-%-%-%-%81%6%11%

d

-2342-----*-521NET: Good
-%21%25%27%10%-%-%-%-%-%100%-%28%24%

aa

-6559------*934NET: Poor
-%71%36%36%48%-%-%-%-%-%-%19%48%40%

abc
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
131773024727641215181821277Unweighted total

35110767112*355686Weighted total

-2-5*11--*115Very good
-%4%-%7%4%63%7%-%-%2%20%10%6%

-91141*2-*11115Fairly good
-%17%14%18%21%10%18%-%7%27%14%24%17%

-13*222*2**1*222Neither good nor poor
-%26%1%29%24%7%14%75%6%19%7%28%26%

b

1143162*4**21219Fairly poor
21%27%29%21%23%20%31%25%12%40%21%31%22%

-101142-2-211*15Very poor
-%20%6%19%27%-%16%-%59%11%23%3%17%

2354*-2-**1*9Don't know
79%7%50%6%1%-%13%-%16%1%14%4%11%

a

-11119213-*22221NET: Good
-%21%14%25%25%73%26%-%7%29%34%34%24%

1243313*6*232234NET: Poor
21%47%35%40%49%20%48%25%71%51%45%34%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcba*ba*b*a*b*aSignificance Level: 95%
-59169562549523193277Unweighted total
-164714713275186Weighted total

-*1*-2----5Very good
-%2%1%3%-%14%-%-%-%-%6%

-28412-11-15Fairly good
-%10%17%27%22%18%-%22%28%-%17%

c

-5122*3-1*122Neither good nor poor
-%29%26%16%1%26%-%20%3%58%26%

-413333233-19Fairly poor
-%28%28%25%44%20%94%41%56%-%22%

-49213*11*15Very poor
-%23%19%14%11%23%6%18%14%42%17%

-1422-----9Don't know
-%7%9%15%23%-%-%-%-%-%11%

-28414-11-21NET: Good
-%12%18%30%22%31%-%22%28%-%24%

c

-822546244*34NET: Poor
-%51%46%38%54%43%100%59%69%42%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
4142130561071671305549-4110947277Unweighted total
14036152847*71413-10281186Weighted total

-12221--*2--2*5Very good
-%3%5%12%7%1%-%-%3%12%-%-%7%1%6%

aa

*76369-133-15215Fairly good
15%17%17%21%21%18%-%7%21%24%-%10%19%20%17%

-1183613-231-46222Neither good nor poor
-%28%23%21%22%27%-%22%18%12%-%35%22%15%26%

a

111104714-243-26419Fairly poor
85%27%27%25%25%30%-%26%32%21%-%15%21%31%22%

-78359*333-35215Very poor
-%17%23%21%18%19%100%36%18%23%-%32%19%21%17%

-32-22-111-1319Don't know
-%8%5%-%7%5%-%8%9%8%-%7%12%12%11%

c

*88589-134-17221NET: Good
15%20%22%33%27%19%-%7%24%36%-%10%26%21%24%

acc

1171871223*576-511634NET: Poor
85%44%50%46%43%49%100%62%50%45%-%48%40%52%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
21391411211713393545277Unweighted total
1**241344410101286Weighted total

----12--2-*5Very good
-%-%-%-%3%5%-%-%15%-%3%6%

b

--**77**32215Fairly good
-%-%85%29%18%21%3%4%28%16%18%17%

---*1171112322Neither good nor poor
-%-%-%17%27%22%20%24%10%25%24%26%

1***10101123219Fairly poor
100%100%15%14%24%28%26%13%21%35%20%22%

---*871222315Very poor
-%-%-%10%18%19%36%48%18%17%25%17%

---*321*1119Don't know
-%-%-%29%8%5%15%12%9%7%9%11%

--**99**42321NET: Good
-%-%85%29%21%26%3%4%42%16%22%24%

ab

1***17163245634NET: Poor
100%100%15%24%43%47%62%61%39%52%45%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
236231242-118252133272195250195246277Unweighted total

748*76-347739855775547486Weighted total

51-5-253545255Very good
7%8%-%6%-%7%6%7%6%6%7%4%7%6%

141-15-5137151012101215Fairly good
19%14%-%19%-%15%17%17%18%18%16%18%17%17%

211-22-102111221321132022Neither good nor poor
29%15%-%29%-%30%27%28%26%22%27%24%27%26%

181-17-8168191317121619Fairly poor
24%16%-%23%-%23%20%20%23%23%22%22%22%22%

114*13-7147151214131415Very poor
15%47%100%17%-%20%19%17%17%20%19%23%19%17%

4--4-284967479Don't know
6%-%-%6%-%5%10%11%10%10%9%8%9%11%

192-19-71810201417121721NET: Good
25%22%-%26%-%22%23%24%24%25%23%22%23%24%

295*30-153014342531243034NET: Poor
40%63%100%40%-%43%39%37%40%43%41%46%41%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
10816923615225319628399239277Unweighted total

355174481465711311186Weighted total

425-*15*----5Very good
11%3%7%-%4%4%7%4%-%-%-%-%6%

a

6914*231111--115Fairly good
16%18%18%1%18%18%17%19%13%-%-%13%17%

101320*331911*-122Neither good nor poor
27%25%27%1%32%19%29%10%12%11%-%6%26%

6131621414131*419Fairly poor
18%25%22%61%9%27%22%18%29%43%17%33%22%

6913114922--215Very poor
16%18%18%20%11%25%14%33%14%-%-%14%17%

4561217141*49Don't know
11%10%8%17%26%7%11%16%33%45%83%34%11%

101119*231621--121NET: Good
27%21%25%1%22%23%24%23%13%-%-%13%24%

12222932723451*534NET: Poor
34%43%40%81%20%52%36%51%43%43%17%48%40%

b

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 126  (continuation)                                                                                                                                                  Page 2306

QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*baSignificance Level: 95%
1322715152049816341277Unweighted total

3*3212*112*586Weighted total

*--*-*-----*5Very good
13%-%-%12%-%14%-%-%-%-%-%6%6%

1*1-***-**-115Fairly good
25%87%32%-%27%12%50%-%7%25%-%25%17%

1-11*1*1-1-122Neither good nor poor
23%-%21%50%33%30%25%51%-%37%-%27%26%

**11*1*****119Fairly poor
13%13%42%23%33%27%25%20%37%16%100%27%22%

1-*-**-*-*-*15Very poor
23%-%3%-%3%14%-%25%-%17%-%7%17%

*-****-***-*9Don't know
4%-%2%14%3%2%-%4%55%5%-%7%11%

1*1**1*-**-221NET: Good
38%87%32%12%27%26%50%-%7%25%-%32%24%

1*1111*1*1*234NET: Poor
36%13%46%23%37%42%25%45%37%33%100%34%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
18172022152220255831740277Unweighted total

5781156678181486Weighted total

*1**1*1-1-**5Very good
1%17%1%5%13%8%15%-%8%-%6%4%6%

1122*-122-1215Fairly good
26%11%25%23%2%-%25%24%22%-%13%18%17%

213112222*2422Neither good nor poor
30%19%33%9%32%27%30%32%29%33%26%27%26%

*21312112-2419Fairly poor
4%27%17%27%17%30%15%16%27%-%27%27%22%

22*311111*1215Very poor
39%27%1%27%23%11%10%12%8%33%19%16%17%

--2112*1**119Don't know
-%-%23%9%13%24%5%16%6%33%8%9%11%

12231*222-1321NET: Good
27%28%26%27%15%8%40%24%30%-%19%21%24%

241623123*4634NET: Poor
43%53%18%55%41%41%25%28%35%33%47%43%40%
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
555910360277Unweighted total
2022212386Weighted total

12215Very good
7%7%7%4%6%

435315Fairly good
20%12%24%15%17%

646622Neither good nor poor
27%19%30%27%26%

464619Fairly poor
17%26%20%25%22%

452415Very poor
20%22%10%18%17%

b

23229Don't know
9%14%9%10%11%

547421NET: Good
27%19%31%19%24%

81061034NET: Poor
37%48%30%44%40%

b
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QRM6b. It currently costs £1.25* 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: All in Northern Ireland

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19
*note - the price of the stamp changed during fieldwork



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

*-*-2**-*23Very Dissatisfied
1%-%1%-%1%3%7%-%3%1%1%

aa

*-2*21***910Fairly Dissatisfied
1%-%6%*%1%5%15%6%3%2%2%

b

Neither Satisfied Nor
5349123*124245Dissatisfied

27%32%13%8%9%15%3%21%14%10%10%

aba

82953386*24149155Fairly Satisfied
46%24%29%47%29%31%27%40%29%36%35%

aa

441652768116213221Very Satisfied
25%44%51%45%58%46%42%32%51%51%51%

eeecc

Don't Know (DO NOT READ
----1**--44OUT)
-%-%-%-%1%1%7%-%-%1%1%

13626105113141310363376NET: Satisfied
72%68%80%92%87%77%69%72%80%86%86%

eece

*-2*41**11113NET: Dissatisfied
1%-%7%*%3%7%22%6%6%3%3%

ba
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

*--2---**2---3Very Dissatisfied
3%-%-%1%-%-%-%*%*%49%-%-%-%1%

**-10*2422*---10Fairly Dissatisfied
1%2%-%2%*%5%8%2%5%3%-%-%-%2%

ck

Neither Satisfied Nor
21*421621221133245Dissatisfied

16%3%2%11%4%13%4%14%5%22%17%17%4%10%

klkkklakl

5831381313113211132420155Fairly Satisfied
39%44%24%35%40%28%25%36%32%26%44%24%40%35%

kk

69101961723284221-281027221Very Satisfied
41%51%75%50%55%50%61%48%58%-%39%59%54%51%

acfhjlmc

Don't Know (DO NOT READ
---4-21*----14OUT)
-%-%-%1%-%4%2%*%-%-%-%-%2%1%

11171333530363974321601448376NET: Satisfied
80%95%98%85%95%78%86%84%90%26%83%83%94%86%

chjmcfghjmh

1*-12*24222---13NET: Dissatisfied
4%2%-%3%*%5%8%2%5%52%-%-%-%3%

ck
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-321---2*-*-3Very Dissatisfied
-%1%2%*%-%-%-%1%2%-%*%-%1%

a

46282--4--4-10Fairly Dissatisfied
7%2%2%2%2%-%-%2%-%-%5%-%2%

a

Neither Satisfied Nor
2436391622171*5145Dissatisfied
4%11%6%11%12%15%20%10%5%4%8%20%10%

13142311244855579131-155Fairly Satisfied
26%37%33%36%36%32%50%32%35%15%46%-%35%

e

2919352169658397154262221Very Satisfied
59%50%56%49%50%53%31%54%59%81%38%80%51%

bb

Don't Know (DO NOT READ
22*4*--2--2-4OUT)
4%1%*%1%*%-%-%1%-%-%3%-%1%

a

4133583294113128155234572376NET: Satisfied
85%86%90%85%86%85%80%86%94%96%84%80%86%

49492--6*-4-13NET: Dissatisfied
7%2%4%3%2%-%-%4%2%-%6%-%3%

a
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

1-*213Very Dissatisfied
*%-%*%7%*%1%

224-1010Fairly Dissatisfied
1%3%2%-%2%2%

Neither Satisfied Nor
1691824345Dissatisfied
11%16%8%7%10%10%

5316869146155Fairly Satisfied
35%30%38%33%36%35%

762711413208221Very Satisfied
51%51%51%49%51%51%

Don't Know (DO NOT READ
2-2134OUT)
1%-%1%4%1%1%

1294320022354376NET: Satisfied
86%81%89%82%86%86%

32521113NET: Dissatisfied
2%3%2%7%3%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

1*2-3------123Very Dissatisfied
*%*%2%-%1%-%-%-%-%-%-%1%1%1%

24428-----2*710Fairly Dissatisfied
2%2%4%7%2%-%-%-%-%-%10%*%3%2%

biabi

Neither Satisfied Nor
151911342--*-21123045Dissatisfied
10%10%11%10%10%-%-%41%-%42%3%10%10%10%

5076288147*-**2443105155Fairly Satisfied
35%39%28%29%36%100%-%59%49%55%22%37%35%35%

75935314208---**1361147221Very Satisfied
52%48%53%53%50%-%-%-%51%3%65%52%50%51%

Don't Know (DO NOT READ
*13-4------*44OUT)
*%1%3%-%1%-%-%-%-%-%-%*%1%1%

c

1251708221355*-*1318104251376NET: Satisfied
87%88%81%82%86%100%-%59%100%58%87%89%85%86%

346211-----211013NET: Dissatisfied
2%2%6%7%3%-%-%-%-%-%10%1%3%3%

bbi
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*--*1*****3Very Dissatisfied
-%-%-%2%-%-%*%*%*%*%*%*%*%1%

-----*622364410Fairly Dissatisfied
-%-%-%-%-%1%3%1%2%1%3%2%2%2%

Neither Satisfied Nor
---*131831162421151945Dissatisfied
-%-%-%2%9%29%8%11%16%9%9%9%9%10%

abcd

**-5218810537102966587155Fairly Satisfied
100%6%-%63%28%10%42%36%36%39%40%38%41%35%

-2124699150451321148597221Very Satisfied
-%94%100%32%63%59%47%52%44%50%48%50%46%51%

Don't Know (DO NOT READ
---*--111-1114OUT)
-%-%-%1%-%-%1%*%1%-%*%1%1%1%

*2176718725583234210150184376NET: Satisfied
100%100%100%95%91%69%88%88%80%89%88%88%88%86%

eeeee

---*-*632375513NET: Dissatisfied
-%-%-%2%-%1%3%1%2%1%3%3%2%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--**--------*3Very Dissatisfied
-%-%1%*%-%-%-%-%-%-%-%-%*%1%

-**24-------310Fairly Dissatisfied
-%*%*%4%5%-%-%-%-%-%-%-%1%2%

Neither Satisfied Nor
*4656----2**2245Dissatisfied

20%11%9%9%8%-%-%-%-%35%2%3%9%10%

-16252233*-*-2*396155Fairly Satisfied
-%40%36%43%43%100%-%100%-%34%3%49%40%35%

120372235----253122221Very Satisfied
80%49%54%42%45%-%-%-%-%31%94%47%50%51%

Don't Know (DO NOT READ
-*-1---------4OUT)
-%*%-%2%-%-%-%-%-%-%-%-%-%1%

136624467*-*-457218376NET: Satisfied
80%89%90%85%88%100%-%100%-%65%98%97%90%86%

-**24-------313NET: Dissatisfied
-%*%1%4%5%-%-%-%-%-%-%-%1%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

**12*-**---*3Very Dissatisfied
*%*%*%1%1%-%*%3%-%-%-%*%1%

4364**2-*2**10Fairly Dissatisfied
7%1%2%2%1%3%1%-%1%2%*%1%2%

a

Neither Satisfied Nor
31833123*212664645Dissatisfied
6%10%13%7%8%1%10%57%13%7%7%11%10%

a

2274876817481*17332625155Fairly Satisfied
42%40%34%37%40%55%38%14%37%35%44%43%35%

239112695223107123523026221Very Satisfied
43%49%49%52%50%42%51%26%50%56%50%44%51%

Don't Know (DO NOT READ
1*3*--------4OUT)
2%*%1%*%-%-%-%-%-%-%-%-%1%

a

45165213163397187140855751376NET: Satisfied
85%89%84%90%90%96%89%40%87%91%93%88%86%

b

43661*2**2*113NET: Dissatisfied
7%2%3%3%2%3%1%3%1%2%*%1%3%

a
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--*-*--*-*3Very Dissatisfied
-%-%*%-%*%-%-%*%-%*%1%

-*413*-31*10Fairly Dissatisfied
-%1%2%1%1%1%-%1%1%*%2%

Neither Satisfied Nor
-419622211719245Dissatisfied
-%9%11%7%11%4%5%10%14%4%10%

a

220743481215735326155Fairly Satisfied
100%48%41%44%39%40%28%41%39%41%35%

-1783371013012836333221Very Satisfied
-%42%45%47%49%56%67%47%46%54%51%

a

Don't Know (DO NOT READ
--11---*--4OUT)
-%-%1%1%-%-%-%*%-%-%1%

23715772182521815711759376NET: Satisfied
100%90%86%91%88%96%95%89%85%96%86%

b

-*513*-31113NET: Dissatisfied
-%1%3%1%1%1%-%2%1%1%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-*****-***-***3Very Dissatisfied
-%*%*%*%*%*%-%*%*%*%-%*%*%*%1%

-*3123-*33-24*10Fairly Dissatisfied
-%*%2%1%2%2%-%*%2%1%-%6%3%*%2%

a

Neither Satisfied Nor
-141391316-71119-315545Dissatisfied
-%12%9%8%9%10%-%11%8%10%-%9%10%7%10%

-51604850683235773-105431155Fairly Satisfied
-%43%42%42%37%40%60%35%42%38%-%29%38%40%35%

154665770812346499-196940221Very Satisfied
100%45%46%49%52%48%40%53%47%51%-%56%48%51%51%

Don't Know (DO NOT READ
--*-**------114OUT)
-%-%*%-%*%*%-%-%-%-%-%-%1%1%1%

1105126105120149457121172-2912371376NET: Satisfied
100%87%89%91%89%89%100%89%90%89%-%85%86%91%86%

-13133-*33-24*13NET: Dissatisfied
-%1%2%1%2%2%-%*%2%2%-%6%3%1%3%

a
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

---********3Very Dissatisfied
-%-%-%2%*%*%*%*%*%*%*%1%

----13**1*110Fairly Dissatisfied
-%-%-%-%1%2%1%1%1%1%1%2%

Neither Satisfied Nor
*-4*1413*284945Dissatisfied
2%-%58%2%12%9%2%6%7%6%9%10%

28264758912443134155Fairly Satisfied
36%52%30%53%41%42%40%32%39%40%36%35%

481553651222614352221Very Satisfied
63%48%11%43%46%47%57%61%53%54%54%51%

Don't Know (DO NOT READ
-----*-----4OUT)
-%-%-%-%-%*%-%-%-%-%-%1%

61631210012321341057487376NET: Satisfied
98%100%42%96%87%88%97%93%92%94%90%86%

---*13**11113NET: Dissatisfied
-%-%-%2%1%2%2%1%1%1%1%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

2**2-131333133Very Dissatisfied
1%*%3%1%-%*%1%*%1%1%1%*%1%1%

4*-42410410101061010Fairly Dissatisfied
2%*%-%2%53%3%3%2%2%3%3%2%3%2%

Neither Satisfied Nor
189122-154332433843323945Dissatisfied

9%12%10%9%-%12%11%11%10%11%11%10%10%10%

7030381-48136106151121134112134155Fairly Satisfied
35%40%26%35%-%39%36%36%36%34%35%36%35%35%

104366121254187149213178195154189221Very Satisfied
52%47%61%53%47%43%49%50%50%51%50%50%50%51%

Don't Know (DO NOT READ
*--*-243434344OUT)
*%-%-%*%-%2%1%1%1%1%1%1%1%1%

1746692022102323255364299329266323376NET: Satisfied
88%87%87%88%47%82%84%86%86%85%85%86%85%86%

61*62513513131371313NET: Dissatisfied
3%1%3%3%53%4%3%2%3%4%3%2%3%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

*3*-221-213-3Very Dissatisfied
*%1%*%-%1%4%*%-%1%1%22%-%1%

b

2845*2622810-10Fairly Dissatisfied
1%3%2%11%*%3%2%3%1%9%78%-%2%

acb

Neither Satisfied Nor
133213131863272421--45Dissatisfied

6%14%6%27%10%10%10%9%7%24%-%-%10%

bacb

7481742061211092511639-155155Fairly Satisfied
37%34%36%41%35%33%36%34%33%46%-%41%35%

b

1091131151093311533720516-221221Very Satisfied
55%47%55%21%53%50%51%51%58%19%-%59%51%

bba

Don't Know (DO NOT READ
132-1*1231--4OUT)
1%1%1%-%1%*%*%3%1%1%-%-%1%

b

18319418830155522636232155-376376NET: Satisfied
92%81%91%62%87%83%87%85%91%64%-%100%86%

abba

2104534624913-13NET: Dissatisfied
1%4%2%11%2%7%2%3%1%10%100%-%3%

bacbb
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----**3Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%1%

--*--*-*-*-*10Fairly Dissatisfied
-%-%*%-%-%1%-%1%-%1%-%1%2%

Neither Satisfied Nor
1-2-211*11*345Dissatisfied

10%-%9%-%21%6%15%*%8%6%1%11%10%

5*113361869511155Fairly Satisfied
44%6%44%25%29%35%15%53%32%38%59%38%35%

6212759571112214221Very Satisfied
46%94%47%65%49%57%70%46%60%55%27%47%51%

Don't Know (DO NOT READ
---1------114OUT)
-%-%-%10%-%-%-%-%-%-%12%4%1%

11223108146141621825376NET: Satisfied
90%100%91%90%78%93%85%99%92%93%86%85%86%

--*-**-*-***13NET: Dissatisfied
-%-%*%-%1%1%-%1%-%1%1%1%3%
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

2-**-*--*---3Very Dissatisfied
6%-%*%1%-%1%-%-%*%-%-%-%1%

--42-2-**2--10Fairly Dissatisfied
-%-%9%4%-%6%-%2%*%10%-%-%2%

add

Neither Satisfied Nor
449642114-5545Dissatisfied

13%7%20%11%10%7%5%8%8%-%18%10%10%

df

6199181813961971219155Fairly Satisfied
18%39%21%36%49%36%34%39%36%35%40%41%35%

jj

20272125151814929111123221Very Satisfied
63%54%50%49%41%50%56%52%53%55%36%49%51%

Don't Know (DO NOT READ
*-----1-1-2-4OUT)
*%-%-%-%-%-%4%-%2%-%6%-%1%

264630433431221548172341376NET: Satisfied
81%93%71%85%90%87%91%90%89%90%76%90%86%

jjjjj

2-42-2-**2--13NET: Dissatisfied
6%-%9%5%-%7%-%2%1%10%-%-%3%

add
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

21*-3Very Dissatisfied
2%1%*%-%1%

44*210Fairly Dissatisfied
3%3%*%2%2%

Neither Satisfied Nor
161271045Dissatisfied
13%9%7%10%10%

34493438155Fairly Satisfied
27%40%36%40%35%

d

68585144221Very Satisfied
55%47%54%46%51%

Don't Know (DO NOT READ
*-224OUT)
*%-%2%2%1%

1021088581376NET: Satisfied
82%87%90%86%86%

651213NET: Dissatisfied
4%4%1%2%3%

b
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QOP1a. You said earlier that you also use [QV4 provider] for your postal services needs. Thinking generally about the service you receive as a whole as a sender and recipient of
post, on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied, how would you rate the quality of the services you receive from [QV4 provider]?
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

--*-3**-*56Very Dissatisfied
-%-%1%-%2%2%7%-%2%1%1%

--*--1*-*22Fairly Dissatisfied
-%-%1%-%-%3%15%-%3%*%*%

aa

Neither Satisfied Nor
2*218142*114546Dissatisfied

12%3%6%16%11%11%3%17%10%11%11%

75737356*24135141Fairly Satisfied
42%51%22%32%27%34%31%44%32%32%32%

c

642256757115214221Very Satisfied
34%43%70%49%58%40%38%39%40%51%50%

beee

Don't Know (DO NOT READ
2*-432*-22022OUT)

13%3%-%4%2%10%7%-%14%5%5%

abcacac

139299311013139349362NET: Satisfied
76%94%92%81%85%74%69%83%72%83%83%

ebe

--1-31*-178NET: Dissatisfied
-%-%2%-%2%5%22%-%5%2%2%

a
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

*--5--2-*2--16Very Dissatisfied
3%-%-%1%-%-%4%-%*%49%-%-%2%1%

*--2**-*--1--2Fairly Dissatisfied
3%-%-%*%*%1%-%*%-%-%1%-%-%*%

j

Neither Satisfied Nor
22*42166122-11-346Dissatisfied

16%12%1%11%4%13%14%14%5%-%15%-%6%11%

kkkkkkk

5651261312202510228412141Fairly Satisfied
32%33%33%32%40%27%44%29%28%51%39%20%23%32%

51081981622184622-281434221Very Satisfied
38%53%56%51%49%47%38%52%61%-%38%79%67%50%

cmcgjm

Don't Know (DO NOT READ
1*11926-52-4*122OUT)
7%2%10%5%6%13%-%5%5%-%6%1%1%5%

gjl

10151232528343871322561746362NET: Satisfied
70%86%89%83%90%74%82%81%90%51%77%99%90%83%

mmmmm

1--7**2**21-18NET: Dissatisfied
7%-%-%2%*%1%4%*%*%49%1%-%2%2%

fj
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

2424---3*-2-6Very Dissatisfied
4%1%2%1%-%-%-%2%2%-%3%-%1%

-2-21--*--*-2Fairly Dissatisfied
-%1%-%1%1%-%-%*%-%-%1%-%*%

Neither Satisfied Nor
2446411212233*5146Dissatisfied
5%11%6%12%9%4%21%13%11%4%8%20%11%

14127311105045479*25-141Fairly Satisfied
30%33%34%32%38%30%51%26%36%11%37%-%32%

e

2519650171648396134292221Very Satisfied
52%50%54%50%49%53%28%53%52%83%43%80%50%

Don't Know (DO NOT READ
51741842-10-*6-22OUT)

10%4%4%5%3%12%-%6%-%2%9%-%5%

a

4032281281114128143224542362NET: Satisfied
81%83%87%81%87%84%79%80%87%94%80%80%83%

26261--4*-2-8NET: Dissatisfied
4%2%2%2%1%-%-%2%2%-%3%-%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

2-1246Very Dissatisfied
2%-%1%7%1%1%

-*2-22Fairly Dissatisfied
-%*%1%-%1%*%

Neither Satisfied Nor
1472654146Dissatisfied

9%13%11%20%10%11%

4216816135141Fairly Satisfied
28%30%36%21%33%32%

832910414207221Very Satisfied
55%55%46%52%50%50%

Don't Know (DO NOT READ
9110-2222OUT)
6%2%4%-%5%5%

1254518520342362NET: Satisfied
83%84%83%73%83%83%

2*3268NET: Dissatisfied
2%*%2%7%1%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

21224-----2136Very Dissatisfied
2%1%2%7%1%-%-%-%-%-%9%1%1%1%

abiabi

*11*2-----**22Fairly Dissatisfied
*%*%1%1%*%-%-%-%-%-%1%*%1%*%

Neither Satisfied Nor
132013343--*-21103346Dissatisfied

9%10%13%12%11%-%-%41%-%42%5%9%11%11%

3471366135*-*-2328107141Fairly Satisfied
24%37%36%22%33%100%-%41%-%55%15%24%36%32%

ccbcbc

88884514207--***1474133221Very Satisfied
61%46%44%54%50%-%-%18%51%3%67%63%45%50%

abaai

Don't Know (DO NOT READ
5124121---*-141722OUT)
4%6%4%4%5%-%-%-%49%-%4%4%6%5%

1221598120342*-**317102240362NET: Satisfied
85%82%80%77%83%100%-%59%51%58%82%87%81%83%

32326-----2158NET: Dissatisfied
2%1%3%7%1%-%-%-%-%-%10%1%2%2%

abiabi
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*--321*3136Very Dissatisfied
-%-%-%2%-%-%1%1%1%*%1%1%2%1%

d

----**11112122Fairly Dissatisfied
-%-%-%-%7%1%1%*%1%*%1%1%1%*%

Neither Satisfied Nor
---**21931112922181946Dissatisfied
-%-%-%1%2%26%9%11%11%11%9%10%9%11%

*-*32167913074745067141Fairly Satisfied
100%-%3%36%37%13%32%31%30%28%31%29%32%32%

-214461111565714512893110221Very Satisfied
-%100%76%57%54%59%52%54%55%56%53%55%52%50%

Don't Know (DO NOT READ
--**-*1010213108822OUT)
-%-%21%5%-%*%5%3%2%5%4%4%4%5%

*2176717924787219202143177362NET: Satisfied
100%100%79%93%91%72%84%85%85%84%84%84%85%83%

---***43215258NET: Dissatisfied
-%-%-%2%7%1%2%1%2%*%2%1%2%2%

dd
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--*12-------*6Very Dissatisfied
-%-%1%2%2%-%-%-%-%-%-%-%*%1%

--**2-------12Fairly Dissatisfied
-%-%*%1%2%-%-%-%-%-%-%-%*%*%

Neither Satisfied Nor
*6547----2-*2746Dissatisfied

20%14%8%8%9%-%-%-%-%35%-%3%11%11%

-11191924*-*-2**71141Fairly Satisfied
-%27%28%37%32%100%-%100%-%34%6%7%29%32%

122432537----256133221Very Satisfied
80%55%63%48%47%-%-%-%-%31%94%89%54%50%

Don't Know (DO NOT READ
-1126------*1322OUT)
-%3%1%4%8%-%-%-%-%-%-%1%5%5%

c

133624461*-*-457204362NET: Satisfied
80%83%90%85%79%100%-%100%-%65%100%96%84%83%

a

--*13-------18NET: Dissatisfied
-%-%1%3%4%-%-%-%-%-%-%-%*%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

3*32*------*6Very Dissatisfied
5%*%1%1%1%-%-%-%-%-%-%*%1%

a

*12****-**-*2Fairly Dissatisfied
1%1%1%*%*%2%*%-%1%*%-%*%*%

Neither Satisfied Nor
22028193224-694946Dissatisfied
4%11%11%10%6%25%12%-%13%10%7%16%11%

2549914915257110261621141Fairly Satisfied
47%26%36%27%34%32%27%17%21%28%27%37%32%

aad

21107120101213121330533623221Very Satisfied
39%58%47%55%49%42%57%83%65%57%60%40%50%

baaa

Don't Know (DO NOT READ
2811115-8-144422OUT)
3%5%4%6%10%-%4%-%2%5%6%7%5%

a

46156211150365177339795245362NET: Satisfied
86%84%83%82%83%73%84%100%85%85%86%77%83%

3252***-**-*8NET: Dissatisfied
6%1%2%1%1%2%*%-%1%*%-%1%2%

a
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--31*--*-*6Very Dissatisfied
-%-%2%1%*%-%-%*%-%*%1%

-212**-1**2Fairly Dissatisfied
-%4%*%2%*%1%-%1%*%*%*%

b

Neither Satisfied Nor
-516626321819446Dissatisfied
-%12%9%8%13%5%12%10%14%7%11%

213602457174483020141Fairly Satisfied
100%32%33%31%27%32%20%27%22%33%32%

-19954311431121017933221Very Satisfied
-%47%52%54%55%58%64%57%58%54%50%

Don't Know (DO NOT READ
-262103188322OUT)
-%5%3%3%5%5%4%5%5%5%5%

23215567170481614910954362NET: Satisfied
100%79%85%85%82%90%84%84%80%87%83%

-2431*-2*18NET: Dissatisfied
-%4%2%4%*%1%-%1%*%1%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-*****--**--116Very Dissatisfied
-%*%*%*%*%*%-%-%*%*%-%-%1%1%1%

-11**1-***-1112Fairly Dissatisfied
-%1%1%*%*%1%-%*%*%*%-%2%*%1%*%

Neither Satisfied Nor
-1418121616*91520-415746Dissatisfied
-%11%12%10%12%10%2%15%11%10%-%13%10%9%11%

*34373029472123955-84318141Fairly Satisfied
9%28%26%26%21%28%40%18%29%28%-%23%30%23%32%

1677967839724274108-217746221Very Satisfied
91%55%56%59%61%58%40%65%55%56%-%61%54%59%50%

Don't Know (DO NOT READ
-5767611611-16422OUT)
-%4%5%5%5%3%17%1%5%5%-%2%4%5%5%

110011697112144354113163-2812064362NET: Satisfied
100%83%82%84%83%86%80%84%84%84%-%84%84%83%83%

-12112-*11-1228NET: Dissatisfied
-%1%1%*%1%1%-%*%1%*%-%2%1%2%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

---***--***6Very Dissatisfied
-%-%-%2%*%*%-%-%*%*%*%1%

----*1*****2Fairly Dissatisfied
-%-%-%-%*%*%1%1%*%*%*%*%

Neither Satisfied Nor
*34*1219341561146Dissatisfied
8%16%58%2%11%14%12%12%13%8%11%11%

2326313936312224141Fairly Satisfied
29%19%30%53%27%28%15%15%27%28%25%32%

4101568751526634759221Very Satisfied
63%65%11%43%59%53%69%70%55%59%61%50%

Don't Know (DO NOT READ
----361153222OUT)
-%-%-%-%3%4%2%2%4%4%2%5%

513312991141831946983362NET: Satisfied
92%84%42%96%86%81%84%85%82%87%86%83%

---*11**1*18NET: Dissatisfied
-%-%-%2%1%1%1%1%1%*%1%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

2**22*62666466Very Dissatisfied
1%*%3%1%49%*%1%1%1%2%1%1%1%1%

2-1***21212222Fairly Dissatisfied
1%-%10%*%4%*%1%*%*%*%1%1%1%*%

Neither Satisfied Nor
2410124-154432433542293846Dissatisfied
12%13%10%11%-%12%11%11%10%10%11%10%10%11%

4721154-351199314010611696116141Fairly Satisfied
24%27%5%24%-%28%31%31%33%30%30%31%31%32%

111447135263194152213186201160195221Very Satisfied
56%58%72%59%47%51%51%51%50%53%52%52%52%50%

Don't Know (DO NOT READ
131-14-111916201822172222OUT)

7%2%-%6%-%9%5%6%5%5%6%6%6%5%

158658189298313244354292317256311362NET: Satisfied
79%85%77%82%47%79%82%83%83%83%82%83%82%83%

3*122183878688NET: Dissatisfied
2%*%13%1%53%1%2%1%2%2%2%2%2%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

*5*2342-425-6Very Dissatisfied
*%2%*%4%2%6%1%-%1%2%35%-%1%

bcab

*2*1**1*21112Fairly Dissatisfied
*%1%*%2%*%1%*%1%*%1%4%*%*%

c

Neither Satisfied Nor
1730197211397252122046Dissatisfied

8%12%9%15%12%1%13%10%7%24%17%5%11%

ccb

66757116531610717106352125141Fairly Satisfied
33%31%34%33%30%25%36%23%30%41%16%33%32%

ab

11011110718943114545197242214221Very Satisfied
55%46%51%37%53%50%48%62%56%28%13%57%50%

bba

Don't Know (DO NOT READ
6161156108418421622OUT)
3%7%5%10%3%17%3%5%5%4%15%4%5%

aab

176186178331474725362303594339362NET: Satisfied
88%78%86%69%83%75%84%85%86%69%29%90%83%

abba

*7*3443*52518NET: Dissatisfied
*%3%*%6%2%7%1%1%2%3%40%*%2%

bccab
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

---1*-----116Very Dissatisfied
-%-%-%10%1%-%-%-%-%-%13%4%1%

--1--1-*-*-12Fairly Dissatisfied
-%-%5%-%-%8%-%1%-%1%-%4%*%

Neither Satisfied Nor
1-1*11*212-146Dissatisfied

10%-%4%3%9%6%1%14%8%10%-%4%11%

4*92432256410141Fairly Satisfied
35%5%36%22%41%22%31%17%31%25%47%33%32%

7212659591013214221Very Satisfied
55%95%47%54%48%57%68%61%60%59%27%47%50%

Don't Know (DO NOT READ
--21-1-1*11222OUT)
-%-%9%10%-%7%-%8%1%5%13%8%5%

1122189127111619724362NET: Satisfied
90%100%82%76%89%79%99%77%91%84%74%80%83%

--11*1-*-*128NET: Dissatisfied
-%-%5%10%1%8%-%1%-%1%13%8%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

2-2*-*--1---6Very Dissatisfied
6%-%4%1%-%1%-%-%2%-%-%-%1%

---*-1--1---2Fairly Dissatisfied
-%-%-%*%-%2%-%-%2%-%-%-%*%

Neither Satisfied Nor
*46655*33-7746Dissatisfied
1%9%14%11%14%15%1%18%5%-%24%15%11%

dffdfdf

81816111811741781013141Fairly Satisfied
25%36%37%22%47%31%27%26%32%44%34%28%32%

i

202519331516179289922221Very Satisfied
62%51%44%64%39%46%69%56%53%46%29%47%50%

haghj

Don't Know (DO NOT READ
23-1-21-324522OUT)
6%5%-%2%-%6%2%-%7%10%13%10%5%

hj

284334443227241445171935362NET: Satisfied
88%86%81%86%86%77%96%82%84%90%63%75%83%

agj

2-21-1--2---8NET: Dissatisfied
6%-%4%1%-%3%-%-%5%-%-%-%2%
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Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

411-6Very Dissatisfied
3%1%1%-%1%

-11-2Fairly Dissatisfied
-%1%1%-%*%

Neither Satisfied Nor
111661446Dissatisfied

8%13%6%15%11%

bb

42402832141Fairly Satisfied
34%32%29%33%32%

64645539221Very Satisfied
51%51%58%41%50%

a

Don't Know (DO NOT READ
4341022OUT)
4%2%4%11%5%

bcd

1051038371362NET: Satisfied
85%83%87%75%83%

a

422-8NET: Dissatisfied
3%1%3%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 128  (continuation)                                                                                                                                                  Page 2341

Delivery time (when you receive your mail delivery) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5
point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

--*--**-*-*Very Dissatisfied
-%-%1%-%-%2%7%-%2%-%*%

aa

3-2241-**1112Fairly Dissatisfied
16%-%6%1%3%3%-%6%3%3%3%

ab

Neither Satisfied Nor
*2216163*124952Dissatisfied
3%24%6%14%12%16%15%19%15%12%12%

e

93737386114137143Fairly Satisfied
52%31%22%32%29%32%36%30%32%33%33%

abc

542156728125209217Very Satisfied
28%45%65%49%55%43%35%45%43%50%50%

eee

Don't Know (DO NOT READ
*--311*-11314OUT)
1%-%-%3%1%4%7%-%5%3%3%

147289310913139347360NET: Satisfied
80%76%87%81%84%75%72%75%75%82%82%

e

3-2241**11112NET: Dissatisfied
16%-%7%1%3%5%7%6%5%3%3%

ab
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

---*----**---*Very Dissatisfied
-%-%-%*%-%-%-%-%*%6%-%-%-%*%

1--111--2-231212Fairly Dissatisfied
6%-%-%3%3%-%-%2%-%46%4%6%4%3%

Neither Satisfied Nor
31148168164110*252Dissatisfied

18%6%5%12%4%13%18%18%10%22%13%1%4%12%

akaakl

464129121316277134414143Fairly Satisfied
29%31%31%33%37%29%35%31%19%26%47%24%28%33%

aefjm

61181931721204125-251233217Very Satisfied
40%61%58%49%55%45%43%46%70%-%34%69%64%50%

cmcccfghjmcm

Don't Know (DO NOT READ
1*112-623--1-*14OUT)
7%2%6%3%-%13%4%3%-%-%2%-%*%3%

acejl

10161232129343668321591647360NET: Satisfied
69%92%89%82%92%74%78%77%90%26%81%93%92%82%

fhmmmmfhm

1--111--2*231212NET: Dissatisfied
6%-%-%3%3%-%-%2%*%52%4%6%4%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-*-*----*---*Very Dissatisfied
-%*%-%*%-%-%-%-%2%-%-%-%*%

-124861-5--*-12Fairly Dissatisfied
-%3%4%2%4%7%-%3%-%-%*%-%3%

Neither Satisfied Nor
25094310*2283*10152Dissatisfied
4%13%10%12%7%1%20%15%11%4%14%20%12%

bh

14129321115383508*20-143Fairly Satisfied
28%33%34%32%40%53%32%28%34%6%29%-%33%

e

3018746171606593134322217Very Satisfied
61%48%50%49%46%39%48%51%53%90%48%80%50%

Don't Know (DO NOT READ
4102123--5--6-14OUT)
8%3%2%4%3%-%-%3%-%-%8%-%3%

ae

4331678282113148143224522360NET: Satisfied
89%81%84%82%86%92%80%79%87%96%77%80%82%

-124861-5*-*-12NET: Dissatisfied
-%3%4%2%4%7%-%3%2%-%*%-%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

--*-**Very Dissatisfied
-%-%*%-%*%*%

23421012Fairly Dissatisfied
1%6%2%7%2%3%

c

Neither Satisfied Nor
1862644952Dissatisfied
12%12%11%13%12%12%

4618798135143Fairly Satisfied
31%33%35%28%33%33%

762511114203217Very Satisfied
51%47%50%52%49%50%

Don't Know (DO NOT READ
714-1414OUT)
5%2%2%-%3%3%

1224319022338360NET: Satisfied
82%79%85%80%82%82%

23521012NET: Dissatisfied
1%6%2%7%2%3%

c
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

**--*------***Very Dissatisfied
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

453*12-----*4812Fairly Dissatisfied
3%3%3%1%3%-%-%-%-%-%1%3%3%3%

Neither Satisfied Nor
152215349--*-21123752Dissatisfied
11%11%15%13%12%-%-%41%-%42%6%10%13%12%

3971336137*-*-2333104143Fairly Satisfied
27%37%32%23%33%100%-%59%-%55%15%28%35%33%

cc

82874915202---**1467135217Very Satisfied
57%45%48%56%49%-%-%-%51%3%70%57%46%50%

baia

Don't Know (DO NOT READ
382212---*-211114OUT)
2%4%2%8%3%-%-%-%49%-%9%1%4%3%

bb

1211578121339*-**317100239360NET: Satisfied
85%81%80%79%82%100%-%59%51%58%85%86%81%82%

453*12-----*4812NET: Dissatisfied
3%3%3%1%3%-%-%-%-%-%1%3%3%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*--**-*****Very Dissatisfied
-%-%-%2%-%-%*%*%-%*%*%*%*%*%

-----*545464612Fairly Dissatisfied
-%-%-%-%-%1%3%1%5%2%2%3%3%3%

f

Neither Satisfied Nor
---*122437143227232152Dissatisfied
-%-%-%3%9%23%11%13%13%12%11%14%10%12%

***32365893070734769143Fairly Satisfied
100%6%3%34%37%34%30%31%29%27%31%28%33%33%

-214441121545314712792107217Very Satisfied
-%94%76%57%54%42%53%53%52%56%53%54%51%50%

Don't Know (DO NOT READ
--**--662773514OUT)
-%-%21%5%-%-%3%2%2%3%3%2%2%3%

*2176717724383218200139177360NET: Satisfied
100%100%79%91%91%76%83%84%80%83%84%81%85%82%

---*-*645465612NET: Dissatisfied
-%-%-%2%-%1%3%1%5%2%2%3%3%3%

f
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--*---------**Very Dissatisfied
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

-**23-------412Fairly Dissatisfied
-%*%*%4%4%-%-%-%-%-%-%-%2%3%

Neither Satisfied Nor
*5787----2-22852Dissatisfied

20%12%9%15%9%-%-%-%-%35%-%29%11%12%

-13181626*-*-2*167143Fairly Satisfied
-%31%26%31%34%100%-%100%-%34%6%8%28%33%

122432437----254137217Very Satisfied
80%54%63%46%48%-%-%-%-%31%94%63%56%50%

b

Don't Know (DO NOT READ
-1*23-------714OUT)
-%3%1%4%4%-%-%-%-%-%-%-%3%3%

134624063*-*-455204360NET: Satisfied
80%85%89%77%82%100%-%100%-%65%100%71%84%82%

b

-**23-------412NET: Dissatisfied
-%*%1%4%4%-%-%-%-%-%-%-%2%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

-*-**------**Very Dissatisfied
-%*%-%*%1%-%-%-%-%-%-%*%*%

15751*3-1-1212Fairly Dissatisfied
2%2%3%3%3%3%1%-%3%-%1%4%3%

Neither Satisfied Nor
52134182228*6154752Dissatisfied

10%11%13%10%5%25%13%3%13%16%7%12%12%

2647905216253211191622143Fairly Satisfied
49%25%35%29%36%28%25%71%24%20%27%37%33%

ac

17109117100223122127573825217Very Satisfied
32%59%46%55%51%44%58%26%59%61%62%43%50%

bbaa

Don't Know (DO NOT READ
43863-5-*32214OUT)
7%2%3%3%6%-%2%-%1%3%3%4%3%

a

43157206152385175338765447360NET: Satisfied
81%84%81%84%86%72%83%97%83%81%89%80%82%

15761*3-1-1212NET: Dissatisfied
2%3%3%3%3%3%1%-%3%-%1%4%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--*-*--*-**Very Dissatisfied
-%-%*%-%*%-%-%*%-%*%*%

-*6231142112Fairly Dissatisfied
-%*%3%3%1%2%5%2%1%2%3%

Neither Satisfied Nor
-419630221921352Dissatisfied
-%10%10%7%15%3%9%11%15%5%12%

aa

217583157135463615143Fairly Satisfied
100%42%32%39%28%25%28%26%26%25%33%

-17954011235101047639217Very Satisfied
-%42%52%50%54%65%53%59%56%63%50%

Don't Know (DO NOT READ
-24*43132314OUT)
-%5%2%1%2%5%4%2%2%4%3%

23515370169491515011254360NET: Satisfied
100%84%84%89%82%90%82%85%82%88%82%

-*6231142112NET: Dissatisfied
-%*%3%3%2%2%5%2%1%2%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-*****--**--*-*Very Dissatisfied
-%*%*%*%*%*%-%-%*%*%-%-%*%-%*%

-15335-232-*4212Fairly Dissatisfied
-%1%3%2%2%3%-%3%2%1%-%1%3%2%3%

Neither Satisfied Nor
-1417101818*71323-719952Dissatisfied
-%12%12%8%13%11%2%11%10%12%-%19%13%12%12%

-35392730482143454-64018143Fairly Satisfied
-%29%27%23%22%29%46%22%25%28%-%18%28%24%33%

1667971819524080110-207746217Very Satisfied
100%55%56%62%60%57%40%63%59%57%-%60%53%59%50%

Don't Know (DO NOT READ
-32532*155-*3214OUT)
-%2%2%4%2%1%12%1%3%3%-%1%2%3%3%

a

110211898111144454114164-2711664360NET: Satisfied
100%84%83%85%82%86%86%85%84%84%-%79%81%83%82%

-25345-233-*4212NET: Dissatisfied
-%1%3%3%3%3%-%3%2%1%-%1%3%2%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

---***--****Very Dissatisfied
-%-%-%2%*%*%-%-%*%*%*%*%

*---15**22312Fairly Dissatisfied
8%-%-%-%1%3%2%1%2%2%3%3%

Neither Satisfied Nor
-22*1316241141152Dissatisfied
-%10%29%2%11%12%9%12%10%5%11%12%

2446303646302119143Fairly Satisfied
34%25%60%53%26%26%20%15%27%26%20%33%

3101568801425675063217Very Satisfied
58%64%11%43%59%57%67%69%59%63%65%50%

Don't Know (DO NOT READ
----33*133114OUT)
-%-%-%-%2%2%2%2%2%4%1%3%

514412981161931987082360NET: Satisfied
92%90%71%96%85%83%87%84%86%89%85%82%

*--*25**22312NET: Dissatisfied
8%-%-%2%2%4%2%1%2%2%3%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

-***--********Very Dissatisfied
-%*%3%*%-%-%*%*%*%*%*%*%*%*%

8*-7*312412101161112Fairly Dissatisfied
4%*%-%3%4%2%3%1%3%3%3%2%3%3%

Neither Satisfied Nor
2113126-205238514450404652Dissatisfied
11%17%10%11%-%16%14%13%12%12%13%13%12%12%

5720261-351159413910411787117143Fairly Satisfied
29%26%16%26%-%29%30%32%33%30%30%28%31%33%

107427130259191149208182195161189217Very Satisfied
54%55%72%56%47%47%50%50%49%52%50%52%50%50%

Don't Know (DO NOT READ
51-727139141214141414OUT)
3%1%-%3%49%6%3%3%3%4%4%4%4%3%

164629190294306243347286312249307360NET: Satisfied
83%81%87%83%47%76%80%82%82%81%80%81%81%82%

81*7*312512101271212NET: Dissatisfied
4%1%3%3%4%2%3%2%3%3%3%2%3%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

***--**-***-*Very Dissatisfied
*%*%*%-%-%*%*%-%*%*%3%-%*%

210237282394212Fairly Dissatisfied
1%4%1%5%4%3%3%3%1%10%32%*%3%

bccb

Neither Satisfied Nor
1933179263409252752352Dissatisfied
10%14%8%19%15%5%13%12%7%31%37%6%12%

ccb

6578761649181012311627-129143Fairly Satisfied
33%32%37%34%28%29%33%31%33%31%-%34%33%

a

1101071071592331473619621-215217Very Satisfied
55%45%51%32%52%54%49%50%56%25%-%57%50%

abba

Don't Know (DO NOT READ
3116535631224814OUT)
1%5%3%10%2%8%2%4%3%2%29%2%3%

acb

17518518332141522485931248-343360NET: Satisfied
88%77%88%66%79%83%82%82%89%56%-%91%82%

aabba

210237282394212NET: Dissatisfied
1%4%1%5%4%4%3%3%1%10%35%*%3%

bccb
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----***Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%*%

1-11111*111312Fairly Dissatisfied
9%-%4%10%10%7%14%1%6%6%12%11%3%

Neither Satisfied Nor
1-**-*-1*1**52Dissatisfied

10%-%*%3%-%*%-%8%3%6%1%1%12%

3*9443145548143Fairly Satisfied
26%5%37%35%34%22%8%29%27%21%47%28%33%

72134611691115217217Very Satisfied
55%95%54%41%55%71%78%62%64%67%27%56%50%

Don't Know (DO NOT READ
--11------1114OUT)
-%-%4%10%-%-%-%-%-%-%12%4%3%

1022389146131620725360NET: Satisfied
81%100%91%77%89%93%86%91%91%89%74%84%82%

1-11111*111312NET: Dissatisfied
9%-%4%10%11%7%14%1%6%6%13%11%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

-----*--*---*Very Dissatisfied
-%-%-%-%-%1%-%-%*%-%-%-%*%

2--1-2-14--212Fairly Dissatisfied
6%-%-%1%-%5%-%8%8%-%-%4%3%

j

Neither Satisfied Nor
*581163212*7752Dissatisfied
1%11%19%21%15%8%8%8%3%3%24%15%12%

dddd

81714111714741881214143Fairly Satisfied
25%35%33%21%45%39%28%26%33%42%40%30%33%

i

2225192815151510289923217Very Satisfied
69%51%44%55%40%42%63%58%52%46%29%51%50%

Don't Know (DO NOT READ
*221-21-222114OUT)
*%4%4%2%-%5%2%-%4%10%7%2%3%

304233393228221445172037360NET: Satisfied
93%85%77%76%85%81%90%84%84%88%69%80%82%

2--1-2-14--212NET: Dissatisfied
6%-%-%1%-%6%-%8%8%-%-%4%3%

j
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

-**-*Very Dissatisfied
-%*%*%-%*%

236212Fairly Dissatisfied
1%2%6%2%3%

Neither Satisfied Nor
141951452Dissatisfied
11%16%5%15%12%

bb

39422933143Fairly Satisfied
31%34%30%35%33%

66585341217Very Satisfied
53%46%56%43%50%

Don't Know (DO NOT READ
433514OUT)
3%2%3%5%3%

105998274360NET: Satisfied
84%80%86%78%82%

236212NET: Dissatisfied
1%2%6%2%3%
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Delivery consistency / reliability (e.g. arrives as promised consistently) (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the
following areas on a 5 point scale where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

---2-**--22Very Dissatisfied
-%-%-%2%-%1%7%-%-%*%*%

**-351***1516Fairly Dissatisfied
2%3%-%3%4%6%15%10%3%3%4%

Neither Satisfied Nor
433582**12426Dissatisfied

23%27%9%4%6%11%11%6%12%6%6%

aba

821244355*14146152Fairly Satisfied
48%22%37%39%27%30%10%36%31%35%35%

a

341751658126192200Very Satisfied
18%46%55%44%50%47%51%47%47%46%46%

eee

Don't Know (DO NOT READ
2*-10171**14142OUT)

10%2%-%8%13%5%7%1%6%10%10%

cc

126299510114139339352NET: Satisfied
66%68%91%83%77%78%61%83%78%81%80%

ee

**-551***1618NET: Dissatisfied
2%3%-%4%4%6%22%10%3%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

---2---2*----2Very Dissatisfied
-%-%-%*%-%-%-%2%*%-%-%-%-%*%

12*13*42*2*23116Fairly Dissatisfied
4%9%*%3%1%9%4%*%5%3%2%17%2%4%

fkfk

Neither Satisfied Nor
2**231219-36-126Dissatisfied

14%3%1%6%3%5%2%10%-%71%8%-%2%6%

ejklk

5421411111123411135224152Fairly Satisfied
33%20%15%36%36%23%26%38%31%26%49%13%47%35%

kklklghjklhkl

510101751525243420-24923200Very Satisfied
39%54%76%45%49%54%52%38%56%-%34%53%46%46%

cacfghjlmcc

Don't Know (DO NOT READ
13137447103-53142OUT)

10%14%8%9%12%9%16%11%8%-%7%17%3%10%

a

10131231727363668311601147352NET: Satisfied
72%74%91%81%84%77%78%77%87%26%83%66%93%80%

flmflm

12*15*4222*23118NET: Dissatisfied
4%9%*%4%1%9%4%2%5%3%2%17%2%4%

kk
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-2-22---*---2Very Dissatisfied
-%*%-%1%1%-%-%-%*%-%-%-%*%

2143137--6--2-16Fairly Dissatisfied
4%4%3%4%6%-%-%3%-%-%3%-%4%

Neither Satisfied Nor
*265213*2144*4-26Dissatisfied
*%7%6%6%2%1%19%8%16%2%5%-%6%

bhh

181343311951755491242152Fairly Satisfied
36%34%36%34%39%45%52%30%35%13%36%52%35%

2317842159547388124301200Very Satisfied
47%46%45%46%41%49%30%49%47%79%45%45%46%

Don't Know (DO NOT READ
636933141-19**8*42OUT)

13%9%10%10%11%5%-%10%2%6%11%3%10%

4131275277105148142204543352NET: Satisfied
84%80%81%80%80%94%81%79%82%92%80%97%80%

2163159--6*-2-18NET: Dissatisfied
4%4%3%4%7%-%-%3%*%-%3%-%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

2-*-22Very Dissatisfied
1%-%*%-%*%*%

5-9-1616Fairly Dissatisfied
3%-%4%-%4%4%

Neither Satisfied Nor
661222426Dissatisfied
4%10%5%7%6%6%

5522737145152Fairly Satisfied
37%41%32%24%35%35%

672310711189200Very Satisfied
45%42%48%42%46%46%

Don't Know (DO NOT READ
1442373542OUT)

9%7%10%27%8%10%

1224518018334352NET: Satisfied
82%83%80%66%81%80%

7-9-1818NET: Dissatisfied
4%-%4%-%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

*2--2------*22Very Dissatisfied
*%1%-%-%*%-%-%-%-%-%-%*%1%*%

565115-----141116Fairly Dissatisfied
3%3%5%2%4%-%-%-%-%-%3%4%4%4%

Neither Satisfied Nor
61011125--**-*52026Dissatisfied
4%5%10%3%6%-%-%18%49%-%2%4%7%6%

c

53742511141*-*-464299152Fairly Satisfied
37%38%25%41%34%100%-%41%-%95%29%36%34%35%

aa

68854714187--***1354132200Very Satisfied
48%44%47%53%45%-%-%41%51%5%65%46%45%46%

ai

Don't Know (DO NOT READ
111714*42-----*113142OUT)

8%9%13%1%10%-%-%-%-%-%1%10%10%10%

jjj

1211597325328*-**41996231352NET: Satisfied
84%82%72%94%80%100%-%82%51%100%94%82%78%80%

aaaiai

585117-----141318NET: Dissatisfied
3%4%5%2%4%-%-%-%-%-%3%4%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*-2-2222222Very Dissatisfied
-%-%-%2%-%19%-%1%2%1%1%1%1%*%

----*-6931065516Fairly Dissatisfied
-%-%-%-%2%-%3%3%3%4%3%3%2%4%

Neither Satisfied Nor
-*-**1122251314111326Dissatisfied
-%6%-%4%7%12%6%7%5%5%6%6%6%6%

*-124187964690956186152Fairly Satisfied
100%-%76%26%55%9%41%33%45%34%40%36%41%35%

dff

-2*32693137421271067794200Very Satisfied
-%94%24%42%36%60%44%47%41%49%44%45%45%46%

Don't Know (DO NOT READ
---2--142452016141042OUT)
-%-%-%26%-%-%7%8%5%8%7%8%5%10%

*2156618023388217201138180352NET: Satisfied
100%94%100%68%91%69%85%80%86%83%84%81%86%80%

---**261151287718NET: Dissatisfied
-%-%-%2%2%19%3%4%5%5%4%4%3%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--*-2-------22Very Dissatisfied
-%-%*%-%2%-%-%-%-%-%-%-%1%*%

-1221------*1016Fairly Dissatisfied
-%3%3%4%2%-%-%-%-%-%-%1%4%4%

Neither Satisfied Nor
-4344-------1326Dissatisfied
-%9%4%8%5%-%-%-%-%-%-%-%5%6%

*13302427*-*-4*481152Fairly Satisfied
20%33%44%45%36%35%-%35%-%69%4%65%33%35%

121331635*-*-252118200Very Satisfied
80%53%48%30%46%65%-%65%-%31%96%34%48%46%

bb

Don't Know (DO NOT READ
-1167-------2042OUT)
-%2%2%12%9%-%-%-%-%-%-%-%8%10%

cdcd

135633963*-*-557199352NET: Satisfied
100%86%91%76%81%100%-%100%-%100%100%99%82%80%

b

-1223------*1218NET: Dissatisfied
-%3%3%4%4%-%-%-%-%-%-%1%5%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

-22*--2----22Very Dissatisfied
-%1%1%*%-%-%1%-%-%-%-%3%*%

25115**10224*216Fairly Dissatisfied
3%3%4%3%1%1%5%57%5%4%*%3%4%

Neither Satisfied Nor
31215113*10*16*526Dissatisfied
5%6%6%6%6%4%5%4%3%6%*%9%6%

bb

2273876514472116332416152Fairly Satisfied
41%39%34%36%33%53%34%18%36%36%39%27%35%

228411982203103123463126200Very Satisfied
41%45%46%45%47%41%49%21%50%49%51%45%46%

Don't Know (DO NOT READ
51123196*14-346742OUT)

10%6%9%10%13%1%7%-%6%4%10%13%10%

c

44157205147357175139795442352NET: Satisfied
82%84%80%81%80%94%83%39%85%85%90%73%80%

aa

27135**11224*418NET: Dissatisfied
3%4%5%3%1%1%5%57%5%4%*%6%4%

b
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--2-2--22-2Very Dissatisfied
-%-%1%-%1%-%-%1%1%-%*%

-14292*56216Fairly Dissatisfied
-%2%2%3%4%3%*%3%4%3%4%

Neither Satisfied Nor
-5126103-125326Dissatisfied
-%12%6%8%5%6%-%7%3%6%6%

216753374167695222152Fairly Satisfied
100%39%41%42%35%30%37%39%38%36%35%

-1581361002610806227200Very Satisfied
-%37%45%45%49%49%54%45%45%44%46%

Don't Know (DO NOT READ
-4921362911742OUT)
-%10%5%3%6%12%8%5%8%12%10%

23215669174431714911449352NET: Satisfied
100%77%86%87%84%79%92%84%83%80%80%

-162102*78218NET: Dissatisfied
-%2%3%3%5%3%*%4%5%3%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-22-22--2---2-2Very Dissatisfied
-%2%1%-%1%1%-%-%1%-%-%-%1%-%*%

-44345-269-25116Fairly Dissatisfied
-%3%3%3%3%3%-%3%4%5%-%7%3%2%4%

Neither Satisfied Nor
-8116810-4106-311626Dissatisfied
-%7%8%5%6%6%-%6%7%3%-%10%8%8%6%

a

*43594643673254375-124926152Fairly Satisfied
18%36%42%40%32%40%60%39%32%39%-%35%34%33%35%

157584969792316391-166636200Very Satisfied
82%47%41%42%51%47%40%49%47%47%-%46%46%46%46%

Don't Know (DO NOT READ
-7711105-21113-110842OUT)
-%6%5%10%8%3%-%3%8%7%-%2%7%10%10%

aac

110011795112146456106166-2811562352NET: Satisfied
100%83%83%83%82%87%100%88%79%85%-%82%80%80%80%

-56357-289-27118NET: Dissatisfied
-%5%4%3%4%4%-%3%6%5%-%7%5%2%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

----22----22Very Dissatisfied
-%-%-%-%2%1%-%-%-%-%2%*%

-*-*35*152216Fairly Dissatisfied
-%3%-%2%3%3%1%3%4%2%2%4%

Neither Satisfied Nor
-12*791246626Dissatisfied
-%6%29%2%6%7%7%6%3%8%6%6%

36264357611382736152Fairly Satisfied
47%41%31%53%37%41%30%29%33%34%37%35%

381552581222563645200Very Satisfied
53%50%9%43%45%42%58%59%49%46%46%46%

Don't Know (DO NOT READ
--2-8811128742OUT)
-%-%30%-%7%6%4%3%10%10%7%10%

615312951151932946380352NET: Satisfied
100%91%40%96%82%83%88%88%82%80%83%80%

-*-*57*152418NET: Dissatisfied
-%3%-%2%5%5%1%3%4%2%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

2*-2--2*222222Very Dissatisfied
1%*%-%1%-%-%1%*%*%1%*%1%1%*%

61*5-6168161215111516Fairly Dissatisfied
3%2%5%2%-%4%4%3%4%3%4%4%4%4%

Neither Satisfied Nor
143212-82516261923162326Dissatisfied

7%3%23%5%-%6%7%5%6%5%6%5%6%6%

6134176*47132104145118133105133152Fairly Satisfied
31%45%11%33%4%38%34%35%34%34%34%34%35%35%

b

99316112455172137194168178148171200Very Satisfied
50%41%61%49%96%45%45%46%46%48%46%48%45%46%

Don't Know (DO NOT READ
177-23-93631413336273442OUT)

9%9%-%10%-%7%9%10%10%9%9%9%9%10%

1596571884102305241339286312253304352NET: Satisfied
80%86%72%82%100%82%80%82%80%81%80%82%80%80%

81*7-6188181417131718NET: Dissatisfied
4%2%5%3%-%4%5%3%4%4%4%4%5%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

*22---2-2**-2Very Dissatisfied
*%1%1%-%-%-%1%-%1%*%1%-%*%

79385*1234114416Fairly Dissatisfied
3%4%1%16%3%*%4%4%1%13%35%1%4%

acb

Neither Satisfied Nor
5211357318618821626Dissatisfied
2%9%6%11%4%4%6%8%5%9%17%4%6%

b

62907316622510126114382128152Fairly Satisfied
31%38%35%34%35%40%33%36%32%44%15%34%35%

b

106949916833013833181202197200Very Satisfied
53%39%48%33%47%48%46%45%51%23%14%52%46%

aa

Don't Know (DO NOT READ
1923183205315321023142OUT)
10%10%9%6%11%7%10%7%9%12%18%8%10%

168184172321455523959295574325352NET: Satisfied
85%77%83%67%82%88%79%81%84%66%29%86%80%

abba

711585*1436115418NET: Dissatisfied
3%4%2%16%3%*%5%4%2%13%36%1%4%

acb
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----**2Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%*%

--*-1-1-11*116Fairly Dissatisfied
-%-%*%-%10%-%14%-%6%5%1%4%4%

Neither Satisfied Nor
1-2-12*212-226Dissatisfied
9%-%9%-%9%14%1%15%6%10%-%7%6%

2-107533456612152Fairly Satisfied
17%-%42%69%49%21%41%30%29%28%70%39%35%

52112382799111200Very Satisfied
38%100%43%20%30%51%29%47%52%42%16%38%46%

Don't Know (DO NOT READ
4-21-211131342OUT)

36%-%7%10%-%14%14%8%7%15%12%11%10%

7221108115111416823352NET: Satisfied
55%100%84%90%79%72%70%77%81%70%86%77%80%

--*-1-1-11*118NET: Dissatisfied
-%-%*%-%11%-%14%-%6%5%2%4%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

-2------*---2Very Dissatisfied
-%4%-%-%-%-%-%-%*%-%-%-%*%

---52**2132*16Fairly Dissatisfied
-%-%-%10%4%1%1%10%2%15%6%1%4%

adj

Neither Satisfied Nor
443-51213-*226Dissatisfied

12%7%8%-%14%3%8%8%6%-%*%5%6%

i

8151414151793209918152Fairly Satisfied
25%30%33%27%41%50%38%18%37%48%31%39%35%

i

18242128131510102271320200Very Satisfied
56%48%51%55%35%41%39%60%41%37%43%43%46%

Don't Know (DO NOT READ
264422317-6642OUT)
7%11%9%7%6%5%14%4%13%-%20%12%10%

263935422832191342162238352NET: Satisfied
81%78%84%82%75%91%77%79%78%85%73%82%80%

-2-52**2132*18NET: Dissatisfied
-%4%-%10%4%1%1%10%2%15%6%1%4%

adj
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
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Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

2-*-2Very Dissatisfied
1%-%*%-%*%

-83516Fairly Dissatisfied
-%6%3%5%4%

dd

Neither Satisfied Nor
1167226Dissatisfied

9%5%7%2%6%

37473236152Fairly Satisfied
30%38%34%38%35%

63564240200Very Satisfied
51%45%44%42%46%

Don't Know (DO NOT READ
118111242OUT)

9%6%12%12%10%

1001027476352NET: Satisfied
81%82%78%80%80%

283518NET: Dissatisfied
1%6%3%5%4%
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Collection time of items you are sending (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

---*-**--44Very Dissatisfied
-%-%-%*%-%1%7%-%-%1%1%

**2141***910Fairly Dissatisfied
*%3%5%1%3%5%15%4%4%2%2%

Neither Satisfied Nor
213992*122932Dissatisfied

13%9%9%8%7%13%3%16%13%7%7%

a

104729355*13119124Fairly Satisfied
57%40%23%25%27%26%14%32%26%28%28%

abc

442066689126226235Very Satisfied
20%47%62%57%53%50%54%47%51%54%54%

eee

Don't Know (DO NOT READ
2*-9141**13435OUT)

10%2%-%8%11%5%7%1%6%8%8%

cc

148279510313139345358NET: Satisfied
77%87%85%82%79%77%69%79%77%82%82%

**2241***1314NET: Dissatisfied
*%3%5%1%3%5%22%4%4%3%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

-*-4-2--2----4Very Dissatisfied
-%2%-%1%-%4%-%-%5%-%-%-%-%1%

j

-1*9**22-2-2110Fairly Dissatisfied
-%4%*%2%1%1%4%2%-%46%-%11%2%2%

Neither Satisfied Nor
3**28*656-161332Dissatisfied

20%2%1%7%*%14%10%6%-%28%9%6%6%7%

efjkleklk

4421149713308134112124Fairly Satisfied
26%23%16%29%27%15%27%34%21%26%47%3%24%28%

hkaehjklm

710102082127214324-271233235Very Satisfied
46%57%75%53%66%58%47%48%66%-%38%69%64%54%

ccfgjmcccc

Don't Know (DO NOT READ
1213124683-52135OUT)
7%12%8%8%6%9%12%9%8%-%7%11%3%8%

10141232129343473311611345358NET: Satisfied
73%80%91%82%93%73%74%83%87%26%84%72%89%82%

ghm

-1*13*22222-2114NET: Dissatisfied
-%6%*%3%1%5%4%2%5%46%-%11%2%3%

c
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

22-4*--2*-2-4Very Dissatisfied
4%1%-%1%*%-%-%1%*%-%3%-%1%

a

-10455-*4--*-10Fairly Dissatisfied
-%2%5%2%4%-%2%2%-%-%*%-%2%

a

Neither Satisfied Nor
23072410*2162-1-32Dissatisfied
4%8%8%7%8%1%19%9%8%-%2%-%7%

bb

12111201034255449116*124Fairly Satisfied
25%29%22%30%32%37%48%25%35%23%24%16%28%

28206531816183101133412235Very Satisfied
58%53%57%52%46%57%31%56%54%71%60%80%54%

h

Don't Know (DO NOT READ
430727121-13**8*35OUT)
9%8%8%8%9%5%-%7%2%6%11%3%8%

4131773285103148145224573358NET: Satisfied
84%82%79%82%79%94%79%81%89%94%84%97%82%

212496-*6*-2-14NET: Dissatisfied
4%3%5%3%4%-%2%3%*%-%3%-%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

--2-44Very Dissatisfied
-%-%1%-%1%1%

3232810Fairly Dissatisfied
2%3%2%7%2%2%

Neither Satisfied Nor
1251523032Dissatisfied

8%9%6%7%7%7%

3715695119124Fairly Satisfied
25%29%31%17%29%28%

872811613221235Very Satisfied
58%52%52%49%54%54%

Don't Know (DO NOT READ
1141952935OUT)

7%7%9%20%7%8%

1244418518340358NET: Satisfied
83%81%82%66%83%82%

32621214NET: Dissatisfied
2%3%2%7%3%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

*22-4------*44Very Dissatisfied
*%1%2%-%1%-%-%-%-%-%-%*%1%1%

343*9-----*3710Fairly Dissatisfied
2%2%3%2%2%-%-%-%-%-%2%2%2%2%

Neither Satisfied Nor
61411131--**-*52532Dissatisfied
4%7%11%3%7%-%-%59%49%-%1%5%9%7%

c

4061236117*---243483124Fairly Satisfied
28%31%22%24%28%100%-%-%-%54%18%29%28%28%

84975318216--**21665151235Very Satisfied
59%50%53%70%52%-%-%41%51%46%77%56%51%54%

aiabi

Don't Know (DO NOT READ
10169*34-----*102535OUT)

7%8%9%1%8%-%-%-%-%-%1%8%8%8%

1241587625334*-**42099234358NET: Satisfied
87%82%75%94%81%100%-%41%51%100%96%85%79%82%

aaiai

365*13-----*31114NET: Dissatisfied
2%3%5%2%3%-%-%-%-%-%2%2%4%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*--22*222*4Very Dissatisfied
-%-%-%2%-%-%1%1%*%1%1%1%*%1%

------554455510Fairly Dissatisfied
-%-%-%-%-%-%2%2%4%2%2%3%2%2%

Neither Satisfied Nor
-*-*13102491314101232Dissatisfied
-%6%-%3%9%31%5%8%9%5%6%6%6%7%

*-1*2172823280764571124Fairly Satisfied
100%-%79%3%28%9%34%28%31%31%32%26%34%28%

-2*5461121555214512997112235Very Satisfied
-%94%21%67%63%60%53%53%50%55%54%57%54%54%

Don't Know (DO NOT READ
---2--11235171312935OUT)
-%-%-%26%-%-%5%8%5%7%6%7%4%8%

*2156718423783224205142183358NET: Satisfied
100%94%100%69%91%69%87%82%81%86%86%83%87%82%

---*--764677514NET: Dissatisfied
-%-%-%2%-%-%3%2%4%2%3%4%3%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--*2*-------24Very Dissatisfied
-%-%*%3%*%-%-%-%-%-%-%-%1%1%

-12*2-------410Fairly Dissatisfied
-%2%3%*%2%-%-%-%-%-%-%-%2%2%

Neither Satisfied Nor
-3424------*1332Dissatisfied
-%8%6%4%6%-%-%-%-%-%-%3%5%7%

*9252122*-*-4*274124Fairly Satisfied
20%22%36%39%28%35%-%35%-%69%6%23%30%28%

dd

127372342*-*-255133235Very Satisfied
80%67%54%43%54%65%-%65%-%31%94%73%55%54%

b

Don't Know (DO NOT READ
-1*57-------1735OUT)
-%2%*%9%9%-%-%-%-%-%-%-%7%8%

cdcd

136624363*-*-557207358NET: Satisfied
100%88%90%83%82%100%-%100%-%100%100%97%85%82%

-1222-------614NET: Dissatisfied
-%2%3%4%3%-%-%-%-%-%-%-%3%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

2*4**-2--2-*4Very Dissatisfied
3%*%1%*%1%-%1%-%-%2%-%1%1%

a

-536*-421**110Fairly Dissatisfied
-%3%1%4%*%-%2%57%2%*%*%2%2%

Neither Satisfied Nor
31120123*10*35*532Dissatisfied
5%6%8%6%6%2%5%3%6%6%*%8%7%

b

1957745013463*9321820124Fairly Satisfied
35%31%29%28%30%52%30%7%20%35%30%35%28%

dd

25104133101223120130513824235Very Satisfied
47%56%52%56%50%45%57%33%66%55%63%41%54%

aa

Don't Know (DO NOT READ
5822126*11-334735OUT)

10%4%8%7%13%1%5%-%6%3%7%13%8%

ac

44161207151357183140835644358NET: Satisfied
82%87%81%83%80%97%87%40%86%89%93%76%82%

aa

2577*-6212*214NET: Dissatisfied
3%3%3%4%1%-%3%57%2%2%*%3%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--*-2--**-4Very Dissatisfied
-%-%*%-%1%-%-%*%*%-%1%

-14141-53110Fairly Dissatisfied
-%2%2%1%2%1%-%3%2%1%2%

Neither Satisfied Nor
-2124103-117332Dissatisfied
-%4%7%5%5%6%-%6%5%5%7%

213612869116534916124Fairly Satisfied
100%30%34%35%33%21%32%30%36%26%28%

a

-22954511134111006936235Very Satisfied
-%54%52%57%53%63%60%57%50%58%54%

Don't Know (DO NOT READ
-491125279635OUT)
-%10%5%2%6%10%8%4%7%10%8%

a

23515773179451715311852358NET: Satisfied
100%84%86%92%87%83%92%87%86%84%82%

-15161-53114NET: Dissatisfied
-%2%3%1%3%1%-%3%2%1%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-*****--22-22-4Very Dissatisfied
-%*%*%*%*%*%-%-%2%1%-%5%1%-%1%

a

-25155-123-15110Fairly Dissatisfied
-%2%3%1%4%3%-%1%2%2%-%2%3%2%2%

Neither Satisfied Nor
-6106710-599-310432Dissatisfied
-%5%7%5%5%6%-%7%6%4%-%10%7%6%7%

-38443230533184161-73920124Fairly Satisfied
-%32%31%28%22%32%60%29%30%31%-%20%27%26%28%

b

1697768859623872107-217846235Very Satisfied
100%57%54%59%63%57%40%60%54%55%-%61%55%60%54%

Don't Know (DO NOT READ
-56984-2912-19535OUT)
-%4%4%7%6%2%-%3%7%6%-%2%6%7%8%

a

1107121100116149456113168-2811867358NET: Satisfied
100%89%85%87%85%89%100%88%84%86%-%82%82%86%82%

-25155-145-27114NET: Dissatisfied
-%2%3%1%4%3%-%1%3%3%-%7%5%2%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

----**--***4Very Dissatisfied
-%-%-%-%*%*%-%-%*%*%*%1%

--**25*11**10Fairly Dissatisfied
-%-%3%*%2%3%1%3%1%*%*%2%

Neither Satisfied Nor
--2*6111265532Dissatisfied
-%-%26%3%5%8%7%6%5%6%6%7%

*523404668242328124Fairly Satisfied
2%32%29%23%35%33%30%22%21%29%29%28%

6111961711324724556235Very Satisfied
98%68%11%73%53%51%58%66%63%57%58%54%

Don't Know (DO NOT READ
--2-7711116735OUT)
-%-%30%-%6%5%4%3%9%8%7%8%

6163121001171932966884358NET: Satisfied
100%100%40%96%87%83%88%88%84%86%87%82%

--**25*111114NET: Dissatisfied
-%-%3%*%2%4%1%3%1%1%1%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

**-*-442444444Very Dissatisfied
*%*%-%*%-%3%1%1%1%1%1%1%1%1%

61-6-110310101041010Fairly Dissatisfied
3%2%-%3%-%1%3%1%2%3%2%1%3%2%

Neither Satisfied Nor
162114-93119322230173032Dissatisfied

8%2%13%6%-%7%8%6%7%6%8%6%8%7%

5426259*40110871199410989109124Fairly Satisfied
27%34%16%26%4%32%29%29%28%27%28%29%29%28%

108437133464201160226196207172197235Very Satisfied
55%57%72%58%96%51%52%54%53%56%53%56%52%54%

Don't Know (DO NOT READ
134-17-72823342628232835OUT)

7%5%-%7%-%6%7%8%8%7%7%7%8%8%

1636991924103310247345290316260306358NET: Satisfied
82%91%87%84%100%83%81%84%81%82%81%84%81%82%

61-7-514514141481414NET: Dissatisfied
3%2%-%3%-%4%4%2%3%4%4%3%4%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

22*4--4--44-4Very Dissatisfied
1%1%*%7%-%-%1%-%-%5%31%-%1%

acb

46432234644210Fairly Dissatisfied
2%2%2%6%1%3%1%6%2%5%30%*%2%

ab

Neither Satisfied Nor
724147113253201131332Dissatisfied
4%10%7%14%6%5%8%4%6%13%22%3%7%

bb

49755913521491189231*106124Fairly Satisfied
25%31%28%27%29%23%30%25%26%36%2%28%28%

12411011719964015144205302229235Very Satisfied
63%46%56%39%54%64%50%60%58%34%15%61%54%

abba

Don't Know (DO NOT READ
1223143173274296-2835OUT)

6%9%7%6%9%5%9%5%8%7%-%7%8%

173185176321475424262297612334358NET: Satisfied
87%77%85%66%83%87%80%85%84%71%17%89%82%

abba

67472274688214NET: Dissatisfied
3%3%2%14%1%3%2%6%2%9%62%*%3%

acb
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----**4Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%1%

--*---------10Fairly Dissatisfied
-%-%*%-%-%-%-%-%-%-%-%-%2%

Neither Satisfied Nor
1-*-1*1112*132Dissatisfied
9%-%1%-%11%1%15%9%7%10%1%4%7%

2*105442345511124Fairly Satisfied
17%6%38%43%43%27%33%23%26%21%58%37%28%

62145510491213215235Very Satisfied
47%94%54%47%45%64%52%60%67%58%28%51%54%

Don't Know (DO NOT READ
3-21-1-1*21235OUT)

27%-%7%10%-%7%-%8%1%10%12%7%8%

8223109146121618826358NET: Satisfied
64%100%92%90%88%92%85%83%92%79%86%88%82%

--*-*-----**14NET: Dissatisfied
-%-%*%-%1%-%-%-%-%-%1%*%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

---2---**2--4Very Dissatisfied
-%-%-%3%-%-%-%2%*%10%-%-%1%

2--4-2*1**-*10Fairly Dissatisfied
6%-%-%7%-%6%1%6%*%3%-%1%2%

dd

Neither Satisfied Nor
255164212-2*32Dissatisfied
6%11%12%1%15%13%9%8%4%-%7%1%7%

aaiadiaia

4121611139631710716124Fairly Satisfied
13%25%37%21%34%24%25%19%32%51%25%34%28%

22282032172013102871424235Very Satisfied
68%57%46%62%46%57%52%62%51%37%48%52%54%

Don't Know (DO NOT READ
24232*316-6635OUT)
7%8%4%6%5%*%14%4%11%-%20%12%8%

ggg

264135423029191345172240358NET: Satisfied
81%81%83%83%80%81%76%80%84%88%73%87%82%

2--5-2*1*2-*14NET: Dissatisfied
6%-%-%10%-%6%1%8%*%12%-%1%3%

adhjd
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

-2*24Very Dissatisfied
-%1%*%2%1%

261110Fairly Dissatisfied
2%4%1%1%2%

Neither Satisfied Nor
13116232Dissatisfied
10%9%6%2%7%

a

32322733124Fairly Satisfied
26%26%28%35%28%

69695145235Very Satisfied
56%56%53%48%54%

Don't Know (DO NOT READ
85101235OUT)
6%4%11%12%8%

cc

1021017778358NET: Satisfied
82%81%81%83%82%

272314NET: Dissatisfied
2%6%2%3%3%
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Collection reliability (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

--*-2**-*22Very Dissatisfied
-%-%1%-%1%2%7%-%2%*%1%

***321-**78Fairly Dissatisfied
2%3%*%2%2%5%-%9%4%2%2%

a

Neither Satisfied Nor
**1017122**15052Dissatisfied
2%1%31%15%9%13%25%10%12%12%12%

abee

63735405*13127132Fairly Satisfied
32%34%23%31%30%26%13%31%27%30%30%

861444528126177185Very Satisfied
44%61%44%38%40%46%41%48%46%42%42%

Don't Know (DO NOT READ
4**16231**15859OUT)

20%2%*%14%18%8%13%1%9%14%13%

cccc

13922799113139304317NET: Satisfied
76%95%68%69%70%73%55%79%73%72%72%

***341**1910NET: Dissatisfied
2%3%1%2%3%7%7%9%6%2%2%

aaa
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

---2----*2---2Very Dissatisfied
-%-%-%1%-%-%-%-%*%49%-%-%-%1%

1*-7*-222-*-18Fairly Dissatisfied
5%2%-%2%1%-%4%2%5%-%*%-%2%2%

Neither Satisfied Nor
22148139146-9-652Dissatisfied

14%11%5%12%3%7%20%16%17%-%13%-%11%12%

k

7441179186227232714132Fairly Satisfied
47%22%26%30%29%39%14%25%20%47%44%42%27%30%

efgjklggefgjkl

41081631816183519*22828185Very Satisfied
31%55%55%42%58%35%38%39%53%4%30%48%55%42%

cmcmcmcm

Don't Know (DO NOT READ
*22553911162-102359OUT)
3%10%13%14%9%19%24%18%5%-%13%11%5%13%

mmaemm

11141128127342457262541542317NET: Satisfied
77%77%82%72%87%74%52%64%73%51%74%89%82%72%

ggfgggg

1*-9*-2222*-110NET: Dissatisfied
5%2%-%2%1%-%4%2%5%49%*%-%2%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-22*---2*---2Very Dissatisfied
-%1%2%*%-%-%-%1%2%-%-%-%1%

a

26162-*1-*3-8Fairly Dissatisfied
4%2%2%2%1%-%*%1%-%4%4%-%2%

Neither Satisfied Nor
349114120**242*5152Dissatisfied
7%13%12%12%15%1%2%13%9%2%8%20%12%

141182910340854512319-132Fairly Satisfied
28%30%32%30%30%52%51%25%50%58%28%-%30%

beh

201654114450658291292185Very Satisfied
40%42%44%42%38%38%45%46%38%29%43%80%42%

Don't Know (DO NOT READ
1049851191*26**12-59OUT)
21%13%9%15%15%9%1%14%2%6%17%-%13%

d

3328370247901310127224482317NET: Satisfied
68%73%76%71%69%90%96%70%87%87%71%80%72%

h

28372-*3**3-10NET: Dissatisfied
4%2%4%2%1%-%*%2%2%4%4%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 132  (continuation)                                                                                                                                                  Page 2392

Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

--*2*2Very Dissatisfied
-%-%*%7%*%1%

5-3-88Fairly Dissatisfied
3%-%1%-%2%2%

Neither Satisfied Nor
1862825152Dissatisfied
12%12%12%7%12%12%

4819639123132Fairly Satisfied
32%35%28%33%30%30%

6624916179185Very Satisfied
44%45%41%24%43%42%

Don't Know (DO NOT READ
1244085159OUT)

8%8%18%29%12%13%

c

1144315415301317NET: Satisfied
77%80%69%57%73%72%

5-32810NET: Dissatisfied
3%-%1%7%2%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

**2-2------*22Very Dissatisfied
*%*%2%-%1%-%-%-%-%-%-%*%1%1%

422*8-----*348Fairly Dissatisfied
2%1%2%1%2%-%-%-%-%-%1%3%1%2%

Neither Satisfied Nor
142612151--*--1133852Dissatisfied
10%14%12%5%12%-%-%18%-%-%6%11%13%12%

4857268124*-*-254183132Fairly Satisfied
34%30%26%29%30%100%-%82%-%53%23%35%28%30%

68764117168---121451117185Very Satisfied
48%39%40%65%41%-%-%-%100%47%70%44%40%42%

abiabi

Don't Know (DO NOT READ
93120*59-----*85059OUT)
6%16%19%1%14%-%-%-%-%-%1%7%17%13%

ccbcjbcj

1171346624292*-*141992200317NET: Satisfied
81%69%65%94%71%100%-%82%100%100%92%79%68%72%

ababiaia

434*10-----*4610NET: Dissatisfied
3%1%3%1%2%-%-%-%-%-%1%3%2%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*--**-****2Very Dissatisfied
-%-%-%2%-%-%*%*%-%*%*%*%*%1%

----1-78148738Fairly Dissatisfied
-%-%-%-%9%-%3%3%1%1%3%4%2%2%

d

Neither Satisfied Nor
-*---22933213332262652Dissatisfied
-%6%-%-%-%25%14%11%20%12%13%15%13%12%

acdf

*-*3*172873585774371132Fairly Satisfied
100%-%3%39%1%15%34%30%34%33%32%25%34%30%

b

-2136686133381141037893185Very Satisfied
-%94%76%34%89%60%40%46%37%44%43%46%44%42%

Don't Know (DO NOT READ
--*2*-183082620151659OUT)
-%-%21%26%2%-%8%10%7%10%8%9%7%13%

*2166715822073199180121164317NET: Satisfied
100%94%79%72%89%75%74%76%71%76%75%71%78%72%

---*1-781488410NET: Dissatisfied
-%-%-%2%9%-%3%3%1%2%3%5%2%2%

d
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--*---------*2Very Dissatisfied
-%-%1%-%-%-%-%-%-%-%-%-%*%1%

*2122------*48Fairly Dissatisfied
20%5%2%4%3%-%-%-%-%-%-%1%1%2%

Neither Satisfied Nor
-481010-----*-3252Dissatisfied
-%10%11%19%13%-%-%-%-%-%2%-%13%12%

-12222022*-*-4*674132Fairly Satisfied
-%30%32%39%29%100%-%100%-%69%6%92%31%30%

121331532----25*107185Very Satisfied
80%53%48%29%42%-%-%-%-%31%92%7%44%42%

bb

Don't Know (DO NOT READ
-14510-------2659OUT)
-%1%6%9%13%-%-%-%-%-%-%-%11%13%

dd

134553555*-*-557181317NET: Satisfied
80%83%80%68%71%100%-%100%-%100%98%99%74%72%

b

*2222------*410NET: Dissatisfied
20%5%3%4%3%-%-%-%-%-%-%1%2%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

-*-2*------*2Very Dissatisfied
-%*%-%1%1%-%-%-%-%-%-%*%1%

2534**4-12**8Fairly Dissatisfied
4%3%1%2%*%1%2%-%3%2%*%1%2%

Neither Satisfied Nor
72529244127*3148752Dissatisfied

12%14%11%13%9%20%13%4%7%15%14%12%12%

1561805113469314282119132Fairly Satisfied
29%33%31%28%29%50%33%86%31%30%35%32%30%

21821018420292*27412223185Very Satisfied
39%44%40%46%45%27%44%11%58%45%37%39%42%

ab

Don't Know (DO NOT READ
81242167*19-*89959OUT)

15%6%16%9%16%1%9%-%*%8%15%16%13%

aaddd

36143182135325161341694442317NET: Satisfied
68%77%71%74%74%77%76%96%89%74%72%72%72%

abc

2637**4-12*110NET: Dissatisfied
4%3%1%4%1%1%2%-%3%2%*%1%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--*-*--*-*2Very Dissatisfied
-%-%*%-%*%-%-%*%-%*%1%

-13222*5228Fairly Dissatisfied
-%1%2%3%1%4%*%3%1%3%2%

Neither Satisfied Nor
-4211024842318852Dissatisfied
-%10%11%13%12%15%19%13%13%13%12%

-20643169163614419132Fairly Satisfied
-%48%35%40%33%29%14%34%32%31%30%

bb

-138232902411766127185Very Satisfied
-%32%45%41%43%44%61%43%45%44%42%

c

Don't Know (DO NOT READ
2411322411112559OUT)

100%9%6%4%10%8%6%6%8%9%13%

-3314664159391413610646317NET: Satisfied
-%80%80%81%77%73%75%77%77%74%72%

-14222*62210NET: Dissatisfied
-%1%2%3%1%4%*%3%1%4%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-*****--**--*-2Very Dissatisfied
-%*%*%*%*%*%-%-%*%*%-%-%*%-%1%

-23353-122-2648Fairly Dissatisfied
-%2%2%3%4%2%-%2%2%1%-%7%4%5%2%

Neither Satisfied Nor
*1323222122-101825-7221452Dissatisfied
9%11%16%19%15%13%-%16%13%13%-%21%15%19%12%

-43503633584234169-113918132Fairly Satisfied
-%36%35%31%24%34%100%36%31%35%-%31%27%23%30%

b

15658476677-295781-136337185Very Satisfied
91%47%41%40%49%46%-%45%43%42%-%37%44%47%42%

Don't Know (DO NOT READ
-587109-11517-113559OUT)
-%4%6%6%8%5%-%1%11%9%-%3%9%7%13%

cc

1100108829913445299150-2310154317NET: Satisfied
91%83%76%71%73%80%100%81%73%77%-%69%71%70%72%

-34453-132-27410NET: Dissatisfied
-%2%3%3%4%2%-%2%2%1%-%7%5%5%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

---***--***2Very Dissatisfied
-%-%-%2%*%*%-%-%*%*%*%1%

-1-*23**22*8Fairly Dissatisfied
-%7%-%1%2%2%*%1%1%3%*%2%

Neither Satisfied Nor
*32-15212718111752Dissatisfied
5%19%31%-%13%15%8%18%15%14%18%12%

272338521112352534132Fairly Satisfied
29%41%29%24%33%37%51%31%31%32%35%30%

bc

45195457818473439185Very Satisfied
66%33%9%73%47%41%39%50%41%43%40%42%

Don't Know (DO NOT READ
--2-57*-137759OUT)
-%-%30%-%4%5%1%-%12%9%7%13%

ded

612212921082030815973317NET: Satisfied
95%74%39%97%80%78%91%81%71%74%75%72%

abc

-1-*23**22*10NET: Dissatisfied
-%7%-%3%2%2%*%1%2%3%*%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

2**2--2*222*22Very Dissatisfied
1%*%3%1%-%-%1%*%1%1%1%*%1%1%

51-5-586868788Fairly Dissatisfied
2%1%-%2%-%4%2%2%2%2%2%2%2%2%

Neither Satisfied Nor
278326*164738494448354752Dissatisfied
14%10%25%11%4%13%12%13%12%13%12%11%12%12%

5132363-381159012710811791115132Fairly Satisfied
26%42%30%27%-%31%30%31%30%31%30%30%30%30%

b

95284110450161119181148163135158185Very Satisfied
48%37%42%48%96%41%42%40%43%42%42%44%42%42%

Don't Know (DO NOT READ
197-23-155042584450404959OUT)

9%9%-%10%-%12%13%14%14%12%13%13%13%13%

146617173488276209307256280226273317NET: Satisfied
74%79%72%75%96%71%72%71%72%73%72%73%72%72%

71*7-51061081071010NET: Dissatisfied
3%1%3%3%-%4%3%2%2%2%3%2%3%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

*2*-22*-2*2-2Very Dissatisfied
*%1%*%-%1%3%*%-%1%*%17%-%1%

b

4424115143258Fairly Dissatisfied
2%1%1%8%1%2%2%2%1%4%14%1%2%

ac

Neither Satisfied Nor
1240205279368361733452Dissatisfied

6%17%10%9%15%14%12%10%10%19%21%9%12%

bb

646864204719902295361111132Fairly Satisfied
32%28%31%41%27%31%30%30%27%42%4%29%30%

ab

99869713732712236168172180185Very Satisfied
50%36%47%27%41%43%40%50%48%20%15%48%42%

aba

Don't Know (DO NOT READ
1940247264485461344759OUT)
10%17%12%15%15%7%16%7%13%15%29%12%13%

bac

163153161331204721258263532291317NET: Satisfied
82%64%77%68%68%75%70%80%75%62%19%77%72%

aaa

46243361734510NET: Dissatisfied
2%2%1%8%2%5%2%2%2%4%32%1%2%

ac
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----**2Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%1%

***--*******8Fairly Dissatisfied
*%2%*%-%-%1%1%*%*%*%1%*%2%

Neither Satisfied Nor
2-6123*3232652Dissatisfied

17%-%25%13%20%21%1%22%14%14%24%19%12%

2*7452324629132Fairly Satisfied
18%3%28%42%52%15%46%16%25%25%23%30%30%

529339481011212185Very Satisfied
37%95%37%25%27%56%53%54%59%50%26%39%42%

a

Don't Know (DO NOT READ
3-22-1-1*22359OUT)

27%-%10%21%-%7%-%8%1%10%24%11%13%

721678117101517421317NET: Satisfied
55%98%65%66%79%71%99%70%85%75%50%69%72%

***-********10NET: Dissatisfied
*%2%*%-%1%1%1%*%*%*%2%1%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

2----*--*---2Very Dissatisfied
6%-%-%-%-%1%-%-%*%-%-%-%1%

--*2211-*--28Fairly Dissatisfied
-%-%*%4%4%2%5%-%*%-%-%4%2%

d

Neither Satisfied Nor
264744141034452Dissatisfied
7%11%9%14%10%11%5%23%18%14%14%9%12%

8141511111493157717132Fairly Satisfied
24%27%37%22%31%39%37%19%28%39%25%36%30%

1820192517131072071218185Very Satisfied
57%39%45%48%45%36%39%43%37%37%41%40%42%

Don't Know (DO NOT READ
211464433926559OUT)
7%22%9%12%11%11%13%15%17%10%20%11%13%

263335362827191034152035317NET: Satisfied
81%67%82%70%75%75%76%62%64%76%66%76%72%

d

2-*2211-*--210NET: Dissatisfied
6%-%*%4%4%2%5%-%*%-%-%4%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

2**-2Very Dissatisfied
1%*%*%-%1%

*4228Fairly Dissatisfied
*%3%2%2%2%

Neither Satisfied Nor
1215151152Dissatisfied

9%12%16%11%12%

37362731132Fairly Satisfied
30%29%29%33%30%

57543637185Very Satisfied
46%44%38%40%42%

Don't Know (DO NOT READ
1714151359OUT)
14%12%16%14%13%

94906469317NET: Satisfied
75%73%67%73%72%

242210NET: Dissatisfied
2%4%2%2%2%
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Latest collection time (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

*---4*--*88Very Dissatisfied
1%-%-%-%3%2%-%-%2%2%2%

1-2221-**1213Fairly Dissatisfied
5%-%6%2%1%5%-%9%4%3%3%

Neither Satisfied Nor
2413172**23436Dissatisfied

11%41%3%2%13%14%14%13%14%8%8%

bb

3110292331128386Fairly Satisfied
17%11%33%25%18%20%38%25%16%20%20%

a

1051871809127260269Very Satisfied
55%49%57%62%61%54%41%51%56%62%61%

Don't Know (DO NOT READ
2-*1041**12426OUT)

11%-%*%9%3%7%7%3%8%6%6%

ac

1362910010313139343355NET: Satisfied
72%59%90%87%79%74%80%76%72%81%81%

eebe

1-2261-*12021NET: Dissatisfied
6%-%6%2%4%6%-%9%6%5%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

*--8-222-2---8Very Dissatisfied
2%-%-%2%-%4%4%2%-%43%-%-%-%2%

-1*1212-7-*-2-13Fairly Dissatisfied
-%4%1%3%3%4%-%8%-%6%-%11%-%3%

cjm

Neither Satisfied Nor
2**3327553*71236Dissatisfied

16%2%*%9%6%16%10%6%8%3%10%7%5%8%

klkklkk

63177410811211841886Fairly Satisfied
41%17%5%20%12%22%18%13%6%22%25%22%35%20%

efgjklkkekefjkl

5131223922203056301401030269Very Satisfied
35%72%90%61%70%43%66%63%83%26%55%60%60%61%

chmhmacfghjlmmhmacfhjmmm

Don't Know (DO NOT READ
11*2335171-7-*26OUT)
6%5%3%6%8%11%2%7%3%-%10%-%*%6%

a

11161331626303867322581448355NET: Satisfied
75%89%95%81%83%65%83%76%89%48%80%82%95%81%

hcfhjmhhcfhjm

*1*201429-2-2-21NET: Dissatisfied
2%4%1%5%3%8%4%11%-%49%-%11%-%5%

cac
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-844*--6--2-8Very Dissatisfied
-%2%5%1%*%-%-%3%-%-%3%-%2%

ah

-132116--6*-**13Fairly Dissatisfied
-%3%2%3%5%-%-%3%1%-%*%3%3%

Neither Satisfied Nor
3337291116125-3-36Dissatisfied
5%9%7%8%8%8%55%6%18%-%4%-%8%

be

77922641811377219*86Fairly Satisfied
15%20%24%18%14%8%15%21%28%47%28%16%20%

h

362335421588121109122402269Very Satisfied
75%60%59%62%67%84%12%60%50%47%60%80%61%

a

Don't Know (DO NOT READ
2233238*211**4-26OUT)
5%6%3%7%6%1%18%6%2%6%6%-%6%

4431276279106133146194593355NET: Satisfied
90%80%83%81%81%91%27%81%78%94%87%97%81%

-216156--12*-2*21NET: Dissatisfied
-%5%7%4%5%-%-%7%1%-%3%3%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

4-2448Very Dissatisfied
3%-%1%14%1%2%

424-1313Fairly Dissatisfied
2%4%2%-%3%3%

Neither Satisfied Nor
1042233336Dissatisfied

7%8%10%11%8%8%

33124197786Fairly Satisfied
22%23%18%35%19%20%

893414210259269Very Satisfied
60%63%63%36%63%61%

Don't Know (DO NOT READ
1011512526OUT)

6%3%7%4%6%6%

1224618219336355NET: Satisfied
82%86%81%72%82%81%

82641721NET: Dissatisfied
5%4%3%14%4%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

22426----2--68Very Dissatisfied
1%1%4%7%1%-%-%-%-%42%-%-%2%2%

bi

274*13--*---21113Fairly Dissatisfied
2%4%4%1%3%-%-%41%-%-%-%2%4%3%

Neither Satisfied Nor
81612135*----172836Dissatisfied
6%8%12%5%8%100%-%-%-%-%5%6%9%8%

383712779--*-24314886Fairly Satisfied
26%19%12%27%19%-%-%41%-%55%22%26%16%20%

aa

921156216254--*1*1576177269Very Satisfied
64%59%61%60%62%-%-%18%100%3%73%65%60%61%

Don't Know (DO NOT READ
1168-26------12426OUT)
1%8%8%-%6%-%-%-%-%-%-%1%8%6%

ccbbj

1301527423333--*1319107226355NET: Satisfied
90%78%73%87%81%-%-%59%100%58%95%91%77%81%

abaiai

497219--*-2-21721NET: Dissatisfied
3%5%7%8%5%-%-%41%-%42%-%2%6%5%

bb
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

------46*24448Very Dissatisfied
-%-%-%-%-%-%2%2%*%1%2%2%2%2%

-----*562855513Fairly Dissatisfied
-%-%-%-%-%3%2%2%2%3%2%3%2%3%

Neither Satisfied Nor
*--*-*17246141791736Dissatisfied

100%-%-%3%-%1%8%8%6%5%7%5%8%8%

---1124060215544323786Fairly Satisfied
-%-%-%18%10%18%19%21%20%21%18%19%18%20%

-2166613517567166156110133269Very Satisfied
-%100%100%78%90%58%64%60%65%64%65%65%64%61%

Don't Know (DO NOT READ
---*-2121961614111326OUT)
-%-%-%1%-%20%6%7%6%6%6%6%6%6%

-2177717523588221199142170355NET: Satisfied
-%100%100%95%100%77%82%81%85%85%83%83%82%81%

-----*91231099921NET: Dissatisfied
-%-%-%-%-%3%4%4%3%4%4%5%4%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

-2**2----2--*8Very Dissatisfied
-%5%*%*%2%-%-%-%-%35%-%-%*%2%

-2*12------*813Fairly Dissatisfied
-%5%*%2%2%-%-%-%-%-%-%3%3%3%

Neither Satisfied Nor
-1754*-*--*-1336Dissatisfied
-%3%11%9%5%35%-%35%-%-%6%-%5%8%

*166157*-*-2*25186Fairly Satisfied
20%39%9%29%9%65%-%65%-%34%2%34%21%20%

acac

118492958----244157269Very Satisfied
80%45%71%56%75%-%-%-%-%31%74%62%64%61%

dbd

Don't Know (DO NOT READ
-1624-----1*1526OUT)
-%4%9%4%6%-%-%-%-%-%19%1%6%6%

134554465*-*-447207355NET: Satisfied
100%84%80%85%84%65%-%65%-%65%76%96%85%81%

-4*14----2-*821NET: Dissatisfied
-%9%*%2%5%-%-%-%-%35%-%3%3%5%

c
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

2244*-2*2-**8Very Dissatisfied
4%1%2%2%*%-%1%3%4%-%*%*%2%

-5941-72*2*313Fairly Dissatisfied
-%3%4%2%3%-%3%57%1%3%*%5%3%

Neither Satisfied Nor
5132511**13-472136Dissatisfied
9%7%10%6%*%2%6%-%8%8%4%1%8%

aa

935513544481122015886Fairly Satisfied
17%19%20%19%9%52%23%16%26%21%25%14%20%

c

38118155114323131128623738269Very Satisfied
70%63%61%63%72%45%62%24%60%67%61%66%61%

Don't Know (DO NOT READ
*1411147*9-116826OUT)
*%8%4%8%16%1%4%-%2%1%10%14%6%

baccd

47153206149357179139825246355NET: Satisfied
87%82%81%82%81%97%85%40%86%88%86%80%81%

271381-9222*321NET: Dissatisfied
4%4%5%4%3%-%4%60%5%3%*%6%5%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 133  (continuation)                                                                                                                                                  Page 2413

Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--4-2*-22*8Very Dissatisfied
-%-%2%-%1%*%-%1%1%*%2%

--528*144*13Fairly Dissatisfied
-%-%3%2%4%*%5%2%3%1%3%

Neither Satisfied Nor
-315511221310336Dissatisfied
-%6%8%7%5%5%10%7%7%4%8%

-634124510336301386Fairly Satisfied
-%14%19%15%22%18%18%21%22%21%20%

230115561273981128242269Very Satisfied
100%73%63%71%61%73%43%64%60%69%61%

b

Don't Know (DO NOT READ
-210414251010326OUT)
-%6%5%5%7%4%24%5%7%5%6%

a

23614968172491114911155355NET: Satisfied
100%88%82%86%83%91%61%84%81%90%81%

b

--9210*166*21NET: Dissatisfied
-%-%5%2%5%*%5%3%4%1%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-22*22-*2*-*4*8Very Dissatisfied
-%2%1%*%1%1%-%*%1%*%-%*%3%*%2%

-15255--56--5213Fairly Dissatisfied
-%1%3%2%4%3%-%-%4%3%-%-%3%2%3%

Neither Satisfied Nor
-9106612-4711-17536Dissatisfied
-%8%7%5%4%7%-%5%5%6%-%2%5%6%8%

*26262526334103240-6261386Fairly Satisfied
9%21%19%21%19%20%100%15%23%21%-%16%18%17%20%

172907788103-4683129-269452269Very Satisfied
91%60%64%67%65%61%-%72%61%67%-%76%65%67%61%

Don't Know (DO NOT READ
-1196913-578-28626OUT)
-%9%6%5%7%8%-%7%5%4%-%6%6%7%6%

198117102114136455114169-3112065355NET: Satisfied
100%81%82%88%84%81%100%87%85%87%-%92%84%84%81%

-37277-*76-*8221NET: Dissatisfied
-%2%5%2%5%4%-%*%5%3%-%*%6%2%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

----22***228Very Dissatisfied
-%-%-%-%2%1%*%*%*%2%2%2%

---*15--1*313Fairly Dissatisfied
-%-%-%2%1%4%-%-%1%*%3%3%

Neither Satisfied Nor
1-2-9102165336Dissatisfied

10%-%32%-%8%7%9%2%6%6%4%8%

242527252620172086Fairly Satisfied
28%25%28%46%23%18%11%16%18%22%20%20%

4122468911629815167269Very Satisfied
63%75%40%37%59%65%72%78%71%65%69%61%

Don't Know (DO NOT READ
---2872254226OUT)
-%-%-%15%7%5%8%5%5%5%2%6%

5164109511618341016986355NET: Satisfied
90%100%68%83%82%83%83%93%89%87%89%81%

---*37**12521NET: Dissatisfied
-%-%-%2%3%5%*%*%1%3%5%5%

c
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

24-6-284867278Very Dissatisfied
1%5%-%3%-%2%2%1%2%2%2%1%2%2%

b

5**5-31371391171113Fairly Dissatisfied
3%*%3%2%-%2%3%3%3%3%3%2%3%3%

Neither Satisfied Nor
185117*73124342630213036Dissatisfied

9%7%10%7%4%6%8%8%8%7%8%7%8%8%

3916*48-347353857174607286Fairly Satisfied
20%20%1%21%-%27%19%18%20%20%19%19%19%20%

ab

117509137271235194259219240198233269Very Satisfied
59%66%87%60%49%57%61%66%61%62%62%64%61%61%

Don't Know (DO NOT READ
171-16272313262024202426OUT)

9%1%-%7%47%5%6%4%6%6%6%7%6%6%

a

1566691852105308247344291315258305355NET: Satisfied
79%87%87%81%49%85%80%84%81%83%81%84%81%81%

74*11-5211221161991921NET: Dissatisfied
4%5%3%5%-%4%5%4%5%4%5%3%5%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

2622424262248Very Dissatisfied
1%2%1%4%2%3%1%2%2%3%16%1%2%

211643274764413Fairly Dissatisfied
1%5%3%8%2%3%2%5%2%7%30%1%3%

bab

Neither Satisfied Nor
1422129142304142231836Dissatisfied

7%9%6%19%8%3%10%6%4%26%21%5%8%

acb

3749483351555176521*7986Fairly Satisfied
18%21%23%5%20%23%18%23%19%24%3%21%20%

bb

133136123291144118444234354250269Very Satisfied
67%57%59%60%64%66%61%61%67%41%31%66%61%

aa

Don't Know (DO NOT READ
11151627122225*-2126OUT)

6%6%7%4%4%1%7%3%7%*%-%6%6%

ca

170185171321495623961300564329355NET: Satisfied
85%78%83%66%84%89%79%84%85%65%34%87%81%

abbba

41786741251386821NET: Dissatisfied
2%7%4%12%4%6%4%7%4%9%45%2%5%

bacb
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

---------*-*8Very Dissatisfied
-%-%-%-%-%-%-%-%-%*%-%*%2%

--1--1-----113Fairly Dissatisfied
-%-%4%-%-%6%-%-%-%-%-%3%3%

Neither Satisfied Nor
2-1*2-2123*236Dissatisfied

19%-%4%*%21%-%28%7%13%15%1%7%8%

1*31*1*2121286Fairly Satisfied
8%6%11%11%2%9%4%16%8%11%12%6%20%

811988125101315822269Very Satisfied
64%38%77%78%77%77%68%68%73%69%86%76%61%

Don't Know (DO NOT READ
1111-1*111*226OUT)
9%56%5%10%-%8%1%8%7%5%1%8%6%

9122108135121418924355NET: Satisfied
72%44%88%89%79%86%72%84%81%80%98%81%81%

--1--1---*-121NET: Dissatisfied
-%-%4%-%-%6%-%-%-%*%-%3%5%
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

42*----**--28Very Dissatisfied
11%4%*%-%-%-%-%2%*%-%-%4%2%

d

-12222--12-213Fairly Dissatisfied
-%1%4%4%5%6%-%-%2%10%-%4%3%

Neither Satisfied Nor
249343*16-5*36Dissatisfied
7%7%20%5%9%8%1%6%10%-%18%1%8%

afiaa

28911914425541386Fairly Satisfied
6%16%21%22%24%41%18%12%9%24%13%28%20%

dddfjkd

242823352316191038111727269Very Satisfied
75%57%54%68%60%45%75%59%70%58%56%59%61%

ggg

Don't Know (DO NOT READ
*7**1*14524226OUT)
*%15%*%1%2%*%5%21%8%9%13%4%6%

ghij

263632463130231243162040355NET: Satisfied
81%73%75%90%84%86%93%71%79%81%69%87%81%

jk

422222-*12-421NET: Dissatisfied
11%5%5%4%5%6%-%2%2%10%-%9%5%

d
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

6-*28Very Dissatisfied
4%-%*%2%2%

bc

261413Fairly Dissatisfied
2%5%1%4%3%

b

Neither Satisfied Nor
1497636Dissatisfied
12%7%7%6%8%

1935112186Fairly Satisfied
15%28%12%22%20%

bdb

75736655269Very Satisfied
61%59%69%58%61%

Don't Know (DO NOT READ
819726OUT)
6%1%10%8%6%

ccc

941087876355NET: Satisfied
76%87%82%80%81%

d

861621NET: Dissatisfied
6%5%1%6%5%

bb
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Amount / level of lost post sent (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is
very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

----5**--99Very Dissatisfied
-%-%-%-%4%1%7%-%-%2%2%

b

*-*411-*11011Fairly Dissatisfied
1%-%1%3%1%8%-%12%8%2%3%

aaa

Neither Satisfied Nor
519252941139499Dissatisfied

27%12%29%21%22%25%38%21%24%22%23%

92935495*13135140Fairly Satisfied
52%25%28%30%37%28%7%38%28%32%32%

bc

441348436114154160Very Satisfied
20%45%42%42%33%34%42%27%35%37%36%

ee

Don't Know (DO NOT READ
-2-421**11920OUT)
-%18%-%3%2%4%7%1%5%5%5%

13722839211138289299NET: Satisfied
72%70%70%72%71%62%49%65%63%69%68%

*-*472**11820NET: Dissatisfied
1%-%1%3%5%9%7%12%8%4%5%

a
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

---9--4-*23--9Very Dissatisfied
-%-%-%2%-%-%8%-%*%43%5%-%-%2%

fklm

1118---4**4**11Fairly Dissatisfied
8%3%6%2%-%-%-%4%1%9%5%1%*%3%

j

Neither Satisfied Nor
433888148151111841099Dissatisfied

31%17%22%23%24%30%17%17%30%26%25%22%20%23%

563125816143310-26118140Fairly Satisfied
37%35%22%32%27%35%30%37%27%-%36%6%35%32%

47614314101932141191223160Very Satisfied
25%39%47%36%44%21%41%36%38%22%26%71%45%36%

chmh

Don't Know (DO NOT READ
-1*1826252-2-*20OUT)
-%6%4%5%6%13%4%5%5%-%3%-%*%5%

acjm

913926822263365231451340299NET: Satisfied
62%73%69%68%70%57%71%73%65%22%62%77%79%68%

h

11117--44*27**20NET: Dissatisfied
8%3%6%4%-%-%8%4%1%52%10%1%*%5%

a
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-9277--2*---9Very Dissatisfied
-%2%2%2%5%-%-%1%*%-%-%-%2%

be

110*1122*6*-*-11Fairly Dissatisfied
3%2%*%3%2%14%2%3%1%-%1%-%3%

Neither Satisfied Nor
128617812352474315*99Dissatisfied
26%22%19%24%18%31%20%26%15%56%23%16%23%

8131341064443579*22*140Fairly Satisfied
17%34%37%31%34%26%32%32%36%2%33%3%32%

b

2213834125474563112242160Very Satisfied
45%35%37%36%36%29%45%35%44%42%36%80%36%

Don't Know (DO NOT READ
5155158-*61-6-20OUT)

10%4%5%4%6%-%1%3%3%-%8%-%5%

a

30269682319188120202463299NET: Satisfied
62%69%74%67%69%55%77%67%81%44%68%84%68%

11921892*8*-*-20NET: Dissatisfied
3%5%2%5%7%14%2%4%2%-%1%-%5%

b
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

4-3279Very Dissatisfied
2%-%2%7%2%2%

414-1111Fairly Dissatisfied
3%2%2%-%3%3%

Neither Satisfied Nor
23165889199Dissatisfied
16%30%26%31%22%23%

cc

5618656134140Fairly Satisfied
38%34%29%22%33%32%

5816829150160Very Satisfied
38%30%37%34%37%36%

Don't Know (DO NOT READ
521221820OUT)
3%4%5%6%4%5%

1143414715284299NET: Satisfied
76%64%66%56%69%68%

a

71821820NET: Dissatisfied
5%2%3%7%4%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

243-9------279Very Dissatisfied
1%2%3%-%2%-%-%-%-%-%-%2%2%2%

443110-----13711Fairly Dissatisfied
3%2%3%4%2%-%-%-%-%-%5%2%2%3%

Neither Satisfied Nor
274824395-----3247299Dissatisfied
19%25%23%13%23%-%-%-%-%-%17%20%24%23%

45692510130--1-453595140Fairly Satisfied
31%36%25%38%32%-%-%100%-%98%25%30%32%32%

63653112148*--1*115296160Very Satisfied
44%34%31%44%36%100%-%-%100%2%53%44%33%36%

abaia

Don't Know (DO NOT READ
2314*20-----*21820OUT)
2%2%14%*%5%-%-%-%-%-%*%2%6%5%

bc

1081345722278*-1141687191299NET: Satisfied
76%70%56%83%67%100%-%100%100%100%78%74%65%68%

aaai

677119-----151420NET: Dissatisfied
4%4%7%4%5%-%-%-%-%-%5%4%5%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*2--4-22229Very Dissatisfied
-%-%-%2%27%-%-%1%-%1%1%1%1%2%

---*-*843688611Fairly Dissatisfied
-%-%-%1%-%3%4%2%3%2%3%4%3%3%

f

Neither Satisfied Nor
---2114664216050373899Dissatisfied
-%-%-%33%9%10%21%22%21%23%21%22%18%23%

-**2*476954185835173140Fairly Satisfied
-%6%3%26%1%45%36%33%40%33%35%30%35%32%

b

*213447711536104917084160Very Satisfied
100%94%97%37%63%42%36%40%35%40%38%41%40%36%

Don't Know (DO NOT READ
---*--681563620OUT)
-%-%-%1%-%-%3%3%1%2%3%2%3%5%

*2154815321077189174120157299NET: Satisfied
100%100%100%63%64%87%72%72%75%72%73%71%75%68%

---*2*8838109820NET: Dissatisfied
-%-%-%3%27%3%4%3%3%3%4%6%4%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

--2---------29Very Dissatisfied
-%-%3%-%-%-%-%-%-%-%-%-%1%2%

-1322-----*-611Fairly Dissatisfied
-%2%5%3%3%-%-%-%-%-%3%-%2%3%

Neither Satisfied Nor
*7151412-----435399Dissatisfied

20%19%22%27%16%-%-%-%-%-%76%43%22%23%

-11202527*-*-4-280140Fairly Satisfied
-%26%29%49%34%65%-%65%-%69%-%27%33%32%

cd

121271131*-*-21299160Very Satisfied
80%53%39%20%40%35%-%35%-%31%21%30%41%36%

bbb

Don't Know (DO NOT READ
-*1*5------*420OUT)
-%*%2%*%6%-%-%-%-%-%-%1%2%5%

d

132473658*-*-514179299NET: Satisfied
80%79%68%69%75%100%-%100%-%100%21%56%73%68%

-1522-----*-820NET: Dissatisfied
-%2%8%3%3%-%-%-%-%-%3%-%3%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

2*54--2--2--9Very Dissatisfied
3%*%2%2%-%-%1%-%-%2%-%-%2%

a

17472*4-1*2311Fairly Dissatisfied
2%4%2%4%5%1%2%-%1%*%4%5%3%

c

Neither Satisfied Nor
12375544114451926141099Dissatisfied
23%20%22%24%25%51%21%22%21%28%22%17%23%

1667796015169*16282022140Fairly Satisfied
30%36%31%33%35%21%33%12%34%30%32%37%32%

1873986113289220362521160Very Satisfied
34%39%39%34%30%27%42%66%44%38%41%36%36%

Don't Know (DO NOT READ
421462-2-*1*320OUT)
7%1%5%3%5%-%1%-%1%1%*%5%5%

a

34140177121283158336644542299NET: Satisfied
64%75%69%67%65%49%75%78%77%69%74%73%68%

379112*5-122320NET: Dissatisfied
6%4%4%6%5%1%3%-%1%2%4%5%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

--2--2-*-29Very Dissatisfied
-%-%1%-%-%3%-%*%-%3%2%

bb

-44251345111Fairly Dissatisfied
-%11%2%3%3%1%18%2%4%1%3%

aba

Neither Satisfied Nor
-1032194416337271899Dissatisfied
-%24%17%24%21%29%14%21%20%30%23%

213652771156623821140Fairly Satisfied
100%31%35%34%34%28%32%35%28%35%32%

-14743086187716516160Very Satisfied
-%35%41%38%41%33%37%40%47%26%36%

a

Don't Know (DO NOT READ
--6123-21320OUT)
-%-%3%2%1%6%-%1%1%5%5%

bb

22713957157331313410338299NET: Satisfied
100%66%76%71%76%61%68%76%75%61%68%

aa

-46252345220NET: Dissatisfied
-%11%3%3%3%4%18%2%4%4%5%

aba
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-**2**--22--2-9Very Dissatisfied
-%*%*%2%*%*%-%-%1%1%-%-%1%-%2%

-36366-215-65511Fairly Dissatisfied
-%2%4%3%5%3%-%4%1%3%-%18%4%6%3%

ab

Neither Satisfied Nor
*20303130291173144-10312099Dissatisfied
9%16%21%27%22%17%14%26%23%23%-%29%21%26%23%

a

-44523338582204765-54422140Fairly Satisfied
-%37%36%29%28%35%46%31%35%33%-%15%31%28%32%

cc

152534160742255174-135829160Very Satisfied
91%43%37%36%44%44%40%39%38%38%-%39%40%38%36%

Don't Know (DO NOT READ
-11411--25--3120OUT)
-%1%1%4%1%1%-%-%2%2%-%-%2%2%5%

a

197104759813244598138-1810252299NET: Satisfied
91%80%73%65%72%79%86%70%73%71%-%54%71%66%68%

cc

-36566-237-67520NET: Dissatisfied
-%3%4%5%5%3%-%4%2%4%-%18%5%6%5%

ab
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

----*2--2229Very Dissatisfied
-%-%-%-%*%1%-%-%2%2%2%2%

****152453311Fairly Dissatisfied
8%1%3%2%1%3%12%11%4%4%3%3%

aa

Neither Satisfied Nor
283*19318732132299Dissatisfied

32%52%56%1%16%22%39%18%28%17%23%23%

abdb

32-74151410373130140Fairly Satisfied
50%10%-%58%35%37%17%27%33%39%31%32%

e

16345449716352938160Very Satisfied
9%37%42%30%47%35%32%43%31%37%39%36%

a

Don't Know (DO NOT READ
---112--31220OUT)
-%-%-%9%1%2%-%-%3%2%2%5%

48310951001126726067299NET: Satisfied
59%47%42%88%82%72%49%71%63%76%70%68%

aecee

****172475520NET: Dissatisfied
8%1%3%2%1%5%12%11%6%6%5%5%

b
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

5*-4-297979499Very Dissatisfied
3%*%-%2%-%1%2%2%2%2%2%1%2%2%

53*3-61161171191111Fairly Dissatisfied
3%3%3%1%-%5%3%2%3%2%3%3%3%3%

Neither Satisfied Nor
4221549-328363927591688999Dissatisfied
21%28%44%22%-%26%22%21%22%21%23%22%23%23%

681917523412410113810912095117140Fairly Satisfied
34%25%11%33%47%28%32%34%33%31%31%31%31%32%

7232392242143104155140143124138160Very Satisfied
36%42%32%40%53%34%37%35%37%40%37%40%37%36%

Don't Know (DO NOT READ
6116-7131419131491420OUT)
3%1%10%3%-%6%3%5%5%4%4%3%4%5%

139514167477268205293249263218256299NET: Satisfied
70%67%43%73%100%62%70%69%69%71%68%71%68%68%

113*7-82013201520132020NET: Dissatisfied
5%4%3%3%-%6%5%5%5%4%5%4%5%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

272-727-54259Very Dissatisfied
1%3%1%-%4%3%2%-%2%4%15%1%2%

c

47416371101*811Fairly Dissatisfied
2%3%2%2%3%5%2%1%3%2%3%2%3%

Neither Satisfied Nor
4356441142166716722787399Dissatisfied
22%23%21%23%23%26%22%22%20%31%60%19%23%

b

7268602653151071711129*122140Fairly Satisfied
36%29%29%54%30%24%35%23%31%34%2%32%32%

aca

73878510642410135135242149160Very Satisfied
37%36%41%21%36%38%33%48%38%28%20%40%36%

bbb

Don't Know (DO NOT READ
51513-52144191-1820OUT)
3%6%6%-%3%4%5%5%5%1%-%5%5%

145155145361173920852246533272299NET: Satisfied
73%65%70%76%66%63%69%71%70%62%22%72%68%

6146113514115521420NET: Dissatisfied
3%6%3%2%7%8%5%1%4%6%18%4%5%

ca
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----**9Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%2%

--11*-*-**2111Fairly Dissatisfied
-%-%5%10%1%-%1%-%*%*%24%4%3%

Neither Satisfied Nor
3*433213153799Dissatisfied

28%2%18%30%29%11%14%24%8%21%37%23%23%

3184353467210140Fairly Satisfied
26%57%32%36%30%35%43%31%32%29%24%34%32%

6110247351010110160Very Satisfied
46%41%42%14%39%48%42%38%59%45%13%35%36%

a

Don't Know (DO NOT READ
--11-1-1*1-120OUT)
-%-%4%10%-%7%-%7%*%5%-%4%5%

921857136101617320299NET: Satisfied
72%98%74%50%69%83%85%68%91%74%38%69%68%

ac

--11*-*-**2120NET: Dissatisfied
-%-%5%10%2%-%1%-%*%*%25%4%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

2-4-2---*-2-9Very Dissatisfied
6%-%9%-%4%-%-%-%*%-%6%-%2%

adg

*121*1-12-2211Fairly Dissatisfied
1%1%5%2%*%1%-%4%4%-%6%4%3%

Neither Satisfied Nor
481410812831148899Dissatisfied

13%16%33%19%22%34%33%16%21%21%28%18%23%

1018101814975188616140Fairly Satisfied
32%36%23%35%39%26%28%31%34%42%19%36%32%

14171322111398207918160Very Satisfied
43%34%30%43%29%38%36%49%37%36%29%38%36%

Don't Know (DO NOT READ
26*12-1-2-4220OUT)
6%13%*%1%6%-%4%-%4%-%12%4%5%

gij

243522402523161338151434299NET: Satisfied
75%70%52%78%68%64%63%80%71%79%48%74%68%

jjj

216121-12-3220NET: Dissatisfied
6%1%14%2%5%1%-%4%4%-%12%4%5%

dfgik
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

52*29Very Dissatisfied
4%1%*%2%2%

b

323411Fairly Dissatisfied
2%1%3%4%3%

Neither Satisfied Nor
2630222199Dissatisfied
21%24%23%22%23%

38423030140Fairly Satisfied
30%34%32%32%32%

43463733160Very Satisfied
35%37%39%35%36%

Don't Know (DO NOT READ
833620OUT)
7%2%3%6%5%

81886763299NET: Satisfied
65%71%70%67%68%

833520NET: Dissatisfied
7%3%3%6%5%
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Price of postage (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale where 1 is very
dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

--*-21***22Very Dissatisfied
-%-%1%-%1%3%7%4%2%*%1%

aa

12-23*-**1617Fairly Dissatisfied
6%19%-%2%3%1%-%3%1%4%4%

Neither Satisfied Nor
3*27103*122528Dissatisfied

14%4%7%7%7%18%21%16%18%6%6%

aaa

631546384*13137142Fairly Satisfied
34%30%47%40%29%24%13%28%25%33%32%

a

841557779126233242Very Satisfied
45%47%46%50%59%50%52%46%51%55%55%

Don't Know (DO NOT READ
---3-1***78OUT)
-%-%-%2%-%4%7%4%3%2%2%

1472910311513139370383NET: Satisfied
80%77%92%90%89%74%65%73%76%88%88%

bce

12*251***1819NET: Dissatisfied
6%19%1%2%4%4%7%6%3%4%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

---2----*2---2Very Dissatisfied
-%-%-%1%-%-%-%-%*%52%-%-%-%1%

*-*161442--52-17Fairly Dissatisfied
1%-%1%4%3%8%8%2%-%-%6%11%-%4%

ll

Neither Satisfied Nor
2-1252269*13*128Dissatisfied

13%-%8%6%6%5%14%10%1%22%4%2%1%6%

aellaell

7621261011122411128524142Fairly Satisfied
50%36%15%32%32%25%25%27%30%26%39%29%48%32%

fghjkkkkfghjk

411102151925235325-361026242Very Satisfied
31%64%77%55%59%54%49%60%70%-%49%58%50%55%

macghjmmmmm

Don't Know (DO NOT READ
1--7-42*--1-*8OUT)
4%-%-%2%-%8%4%*%-%-%2%-%*%2%

fjkl

12181234229363477361641550383NET: Satisfied
82%100%91%87%91%78%75%87%99%26%88%87%98%88%

cfghjkmggghjmghjm

*-*191442*252-19NET: Dissatisfied
1%-%1%5%3%8%8%2%*%52%6%11%-%4%

ll
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

-221*--2*---2Very Dissatisfied
-%1%2%*%*%-%-%1%2%-%-%-%1%

a

-172156127--**17Fairly Dissatisfied
-%4%2%4%5%7%18%4%-%-%*%3%4%

b

Neither Satisfied Nor
*278208-*112-7-28Dissatisfied
1%7%8%6%6%-%3%6%8%-%10%-%6%

161263210946635410*22*142Fairly Satisfied
33%32%35%32%35%38%33%30%41%10%32%16%32%

30211461957085104124352242Very Satisfied
62%54%50%56%53%54%46%58%50%90%52%80%55%

Don't Know (DO NOT READ
26262*-2--4-8OUT)
4%2%2%2%1%1%-%1%-%-%6%-%2%

e

4633779305116148158225573383NET: Satisfied
95%87%85%88%88%92%79%87%91%100%84%97%88%

-194156129*-**19NET: Dissatisfied
-%5%4%4%5%7%18%5%2%-%*%3%4%

bb
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

*-*212Very Dissatisfied
*%-%*%7%*%1%

628-1717Fairly Dissatisfied
4%3%3%-%4%4%

Neither Satisfied Nor
11*1422628Dissatisfied

8%1%6%7%6%6%

50226914128142Fairly Satisfied
34%41%31%51%31%32%

80281298234242Very Satisfied
54%52%57%29%57%55%

Don't Know (DO NOT READ
214268OUT)
1%3%2%6%1%2%

1305019822362383NET: Satisfied
87%93%88%80%88%88%

62821719NET: Dissatisfied
4%3%4%7%4%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

**2-2------*22Very Dissatisfied
*%*%2%-%1%-%-%-%-%-%-%*%1%1%

485215----2-21317Fairly Dissatisfied
3%4%5%7%4%-%-%-%-%42%-%2%4%4%

Neither Satisfied Nor
11116127--*--1101728Dissatisfied

7%6%6%4%7%-%-%41%-%-%4%8%6%6%

4665317135*-*-244095142Fairly Satisfied
32%33%30%26%33%100%-%59%-%55%19%34%32%32%

821065416226---1*1666160242Very Satisfied
57%55%53%62%55%-%-%-%100%3%76%56%54%55%

abi

Don't Know (DO NOT READ
*44*8-----**78OUT)
*%2%4%*%2%-%-%-%-%-%*%*%3%2%

c

1281708523360*-*1319105255383NET: Satisfied
90%88%84%88%87%100%-%59%100%58%95%90%87%88%

487217----2-21519NET: Dissatisfied
3%4%7%7%4%-%-%-%-%42%-%2%5%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

---*--**-*1112Very Dissatisfied
-%-%-%2%-%-%*%*%-%*%*%*%*%1%

------5921053517Fairly Dissatisfied
-%-%-%-%-%-%2%3%2%4%2%2%2%4%

Neither Satisfied Nor
---1**182151419151828Dissatisfied
-%-%-%8%2%4%8%7%5%5%8%9%9%6%

**-11369943491745066142Fairly Satisfied
100%6%-%11%8%36%33%33%33%35%31%29%31%32%

-2166611916160143140102119242Very Satisfied
-%94%100%78%90%60%56%56%59%55%58%60%57%55%

Don't Know (DO NOT READ
---*-*14131118OUT)
-%-%-%1%-%1%*%1%1%1%*%*%*%2%

*2177918925694233214151185383NET: Satisfied
100%100%100%89%98%95%89%88%92%89%90%89%88%88%

---*--51021153519NET: Dissatisfied
-%-%-%2%-%-%2%3%2%4%2%2%2%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

-**---------*2Very Dissatisfied
-%*%1%-%-%-%-%-%-%-%-%-%*%1%

-221-----2--817Fairly Dissatisfied
-%5%3%2%-%-%-%-%-%35%-%-%3%4%

Neither Satisfied Nor
-1486-----**1428Dissatisfied
-%3%5%16%7%-%-%-%-%-%3%4%6%6%

cd

*21141623*-*-22185142Fairly Satisfied
20%52%21%31%29%100%-%100%-%34%41%22%35%32%

abc

116492648----235133242Very Satisfied
80%39%71%51%63%-%-%-%-%31%56%74%55%55%

bdd

Don't Know (DO NOT READ
-*-**-------38OUT)
-%1%-%*%1%-%-%-%-%-%-%-%1%2%

137634271*-*-457218383NET: Satisfied
100%91%92%82%92%100%-%100%-%65%97%96%90%88%

-221-----2--919NET: Dissatisfied
-%5%3%2%-%-%-%-%-%35%-%-%4%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

-1-2*-----**2Very Dissatisfied
-%*%-%1%1%-%-%-%-%-%*%*%1%

-51341*9225-117Fairly Dissatisfied
-%3%5%2%2%1%4%57%4%6%-%2%4%

b

Neither Satisfied Nor
5141513*212*392128Dissatisfied
8%8%6%7%*%26%6%3%6%9%3%2%6%

a

1361885312276*17282519142Fairly Satisfied
25%33%34%29%29%29%36%9%38%30%42%33%32%

35105135106283112124513334242Very Satisfied
66%56%53%58%63%43%53%31%52%54%54%58%55%

Don't Know (DO NOT READ
*1442*1--**38OUT)
*%*%2%2%5%1%*%-%-%*%*%4%2%

ac

49166223159405188141795853383NET: Satisfied
91%89%88%87%92%72%89%40%90%85%96%92%88%

c

-51361*9225*119NET: Dissatisfied
-%3%5%3%3%1%4%57%4%6%*%2%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
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Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

-*1**--1**2Very Dissatisfied
-%*%*%*%*%-%-%*%*%*%1%

--5*82148217Fairly Dissatisfied
-%-%3%*%4%3%5%2%6%3%4%

Neither Satisfied Nor
-4186114*157428Dissatisfied
-%11%10%8%5%7%*%8%5%6%6%

213553274172624920142Fairly Satisfied
100%32%30%41%36%31%9%35%36%32%32%

bb

-23104401132915957134242Very Satisfied
-%56%57%51%55%55%82%54%52%56%55%

a

Don't Know (DO NOT READ
-1**121**28OUT)
-%1%*%*%*%4%4%*%*%3%2%

ba

23615972187461715712054383NET: Satisfied
100%88%87%92%90%86%91%89%88%87%88%

-*5*92149219NET: Dissatisfied
-%*%3%*%4%3%5%2%6%3%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

-*1*11--**-*1*2Very Dissatisfied
-%*%*%*%*%*%-%-%*%*%-%*%*%*%1%

-43335--48--3-17Fairly Dissatisfied
-%3%2%2%2%3%-%-%3%4%-%-%2%-%4%

c

Neither Satisfied Nor
-101271115-4913-115528Dissatisfied
-%8%8%6%8%9%-%6%7%7%-%2%10%6%6%

c

*44434041562205167-94226142Fairly Satisfied
9%37%30%35%30%33%46%31%38%34%-%27%29%33%32%

1618364809124171103-248347242Very Satisfied
91%51%58%55%59%54%54%64%53%53%-%70%58%60%55%

Don't Know (DO NOT READ
-1*2*1--*2-*1*8OUT)
-%1%*%2%*%*%-%-%*%1%-%*%*%*%2%

1105126103121147460121170-3312573383NET: Satisfied
100%87%89%90%89%88%100%94%90%87%-%97%87%94%88%

b

-43335--49-*3*19NET: Dissatisfied
-%3%2%3%2%3%-%-%3%5%-%*%2%*%4%

c
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

---**1--***2Very Dissatisfied
-%-%-%2%*%*%-%-%*%*%*%1%

----45--44517Fairly Dissatisfied
-%-%-%-%3%3%-%-%3%5%5%4%

Neither Satisfied Nor
-***12122254628Dissatisfied
-%3%3%2%10%8%10%7%5%5%6%6%

28453839611442331142Fairly Satisfied
29%49%57%44%33%28%26%30%38%29%32%32%

482661841423594955242Very Satisfied
71%48%40%52%53%60%64%63%52%61%57%55%

Don't Know (DO NOT READ
----**--2**8OUT)
-%-%-%-%*%*%-%-%2%*%*%2%

6156129912319341027286383NET: Satisfied
100%97%97%96%86%88%90%93%90%90%89%88%

---*45--44519NET: Dissatisfied
-%-%-%2%4%4%-%-%4%5%5%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

21*2-*21222122Very Dissatisfied
1%1%3%1%-%*%1%*%1%1%1%*%1%1%

74-8-61710171117111717Fairly Dissatisfied
4%5%-%4%-%5%4%3%4%3%4%4%4%4%

Neither Satisfied Nor
173-16-102620282527232528Dissatisfied

8%4%-%7%-%8%7%7%7%7%7%7%7%6%

6028570*361119013410711891113142Fairly Satisfied
30%37%46%30%4%29%29%30%32%30%30%30%30%32%

108415130469222170236201218176215242Very Satisfied
55%53%51%56%96%56%58%58%56%57%56%57%57%55%

Don't Know (DO NOT READ
4--4-355866668OUT)
2%-%-%2%-%2%1%2%2%2%2%2%2%2%

16969102004105334260370307336268329383NET: Satisfied
85%91%97%87%100%85%87%88%87%87%87%87%87%88%

94*10-61910191419121919NET: Dissatisfied
5%5%3%5%-%5%5%4%4%4%5%4%5%4%
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

*2*-22**2*2-2Very Dissatisfied
*%1%*%-%1%3%*%*%1%*%18%-%1%

b

41326921325122417Fairly Dissatisfied
2%5%1%12%5%3%4%3%1%14%15%1%4%

bccb

Neither Satisfied Nor
1117114131216111631828Dissatisfied

5%7%5%8%7%2%7%8%3%19%22%5%6%

b

558662126620992110834*116142Fairly Satisfied
28%36%30%25%37%33%33%29%31%39%4%31%32%

12811312426883716342218245233242Very Satisfied
64%47%60%55%50%59%54%58%62%28%41%62%55%

aaa

Don't Know (DO NOT READ
177-**628*-68OUT)
*%3%4%-%*%*%2%3%2%*%-%2%2%

ba

183200187391535726263326576349383NET: Satisfied
92%84%90%81%87%92%87%87%93%67%45%93%88%

aa

415261141327124419NET: Dissatisfied
2%6%1%12%6%6%4%3%2%14%33%1%4%

bccb
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

----*-----**2Very Dissatisfied
-%-%-%-%1%-%-%-%-%-%1%*%1%

1-1--1-----117Fairly Dissatisfied
9%-%4%-%-%6%-%-%-%-%-%3%4%

Neither Satisfied Nor
1******111*128Dissatisfied

10%3%1%3%*%1%1%9%4%7%1%2%6%

3-95533467410142Fairly Satisfied
26%-%36%50%48%21%42%29%36%33%46%32%32%

72154511491114518242Very Satisfied
56%97%60%36%51%71%57%61%61%60%51%62%55%

Don't Know (DO NOT READ
---1-*-*-*-*8OUT)
-%-%-%10%-%*%-%*%-%*%-%*%2%

10224910147131721928383NET: Satisfied
81%97%95%86%98%92%99%91%96%93%97%94%88%

1-1-*1----*119NET: Dissatisfied
9%-%4%-%1%6%-%-%-%-%1%4%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 135  (continuation)                                                                                                                                                  Page 2451

Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

2----*--*---2Very Dissatisfied
6%-%-%-%-%1%-%-%*%-%-%-%1%

--722*--2-2217Fairly Dissatisfied
-%-%17%4%4%*%-%-%4%-%6%4%4%

adfgik

Neither Satisfied Nor
241101111222228Dissatisfied
6%7%2%19%2%3%4%8%4%10%7%5%6%

adfghj

1212158131667209617142Fairly Satisfied
38%24%36%16%34%46%26%44%37%45%21%36%32%

iiii

1632193122181782991525242Very Satisfied
49%64%45%61%59%50%71%48%54%45%52%55%55%

j

Don't Know (DO NOT READ
*2-*-*--1-4-8OUT)
*%4%-%1%-%*%-%-%2%-%13%-%2%

284434393534241549172242383NET: Satisfied
88%89%81%77%94%95%96%92%90%90%73%91%88%

iijiji

2-7221--2-2219NET: Dissatisfied
6%-%17%4%4%1%-%-%4%-%6%4%4%

adfgik
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

2**-2Very Dissatisfied
1%*%*%-%1%

742417Fairly Dissatisfied
6%3%2%4%4%

Neither Satisfied Nor
6114628Dissatisfied
5%9%4%7%6%

40373432142Fairly Satisfied
32%30%35%33%32%

67715449242Very Satisfied
54%57%57%52%55%

Don't Know (DO NOT READ
21148OUT)
2%1%1%4%2%

1071088881383NET: Satisfied
86%87%92%85%88%

942419NET: Dissatisfied
7%3%2%4%4%

b
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Items being delivered intact/undamaged (QOP2. As a recipient and sender of post, how would you rate the performance of [QV4 provider] in the following areas on a 5 point scale
where 1 is very dissatisfied and 5 is very satisfied
Base: All those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

Delivery time (when you
receive your mail

*-*24**-*78delivery)
1%-%*%1%3%3%8%-%3%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

*--11*-**55consistently)
1%-%-%1%1%3%-%7%1%1%1%

a

Collection time of items
---1-----77you are sending
-%-%-%1%-%-%-%-%-%2%1%

**21-1*-*45Collection reliability
*%3%6%1%-%4%22%-%3%1%1%

aa

Availability of a daily
-----------collection
-%-%-%-%-%-%-%-%-%-%-%

-----------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------applicable)
-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-----------provider
-%-%-%-%-%-%-%-%-%-%-%

-----*-*-*1Latest collection time
-%-%-%-%-%1%-%4%-%*%*%

a

243441**12224Amount of lost post sent
13%38%8%3%3%8%11%9%8%5%5%

ab

134239311213139339352No Problems
72%40%73%81%86%75%60%70%79%81%80%

e

*--1-*-*-11Price of postage
1%-%-%1%-%1%-%5%-%*%*%

ab

Items being delivered
*221241-*12324intact/undamaged
1%19%7%11%3%4%-%6%4%6%6%

ae

Wrong postage /
shortfall on incoming

-----------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbae*dcbaSignificance Level: 95%
461542109111150154194339489Unweighted total
18932115130182412421438Weighted total

Accessibility of the
sorting office / opening

-----------hours
-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
--233*-**88sent mail
-%-%6%3%2%1%-%4%1%2%2%

Wrong mail delivered /
our mail delivered

2---**--*44elsewhere
11%-%-%-%*%1%-%-%1%1%1%

abc

Problems with  the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------being signed for
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

2-2-21-**910Other
12%-%6%-%2%4%-%6%3%2%2%

abb

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

Delivery time (when you
receive your mail

*1-6---21-3--8delivery)
3%8%-%1%-%-%-%2%3%-%4%-%-%2%

jk

Delivery consistency /
reliability (e.g.
arrives as promised

*--5--*11--125consistently)
1%-%-%1%-%-%*%1%3%-%-%6%4%1%

Collection time of items
**-6----2-3-17you are sending
3%3%-%1%-%-%-%-%5%-%4%-%2%1%

-**41*-2*-1--5Collection reliability
-%2%*%1%4%1%-%2%*%-%1%-%-%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-----*---1Latest collection time
3%-%-%*%-%-%-%-%-%3%-%-%-%*%

j

***2328-6--4*424Amount of lost post sent
2%1%4%6%5%17%-%6%-%-%5%1%7%5%

egjklm

11151231328343773303571635352No Problems
81%86%88%80%87%74%82%83%82%75%79%92%68%80%

aa

*--1--------11Price of postage
1%-%-%*%-%-%-%-%-%-%-%-%2%*%

Items being delivered
1*1222453214-224intact/undamaged
8%2%5%6%6%8%10%3%5%25%5%-%4%6%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*ihgfe*dc*baSignificance Level: 95%
49545133526373672336701441489Unweighted total
14181439232464688364731751438Weighted total

Lost or late delivery of
*-*71--2-**-58sent mail
3%-%4%2%3%-%-%2%-%3%*%-%9%2%

cjl

Wrong mail delivered /
our mail delivered

-*-4-2-2-----4elsewhere
-%2%-%1%-%4%-%2%-%-%-%-%-%1%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--9-*4*2-2*210Other
1%-%-%2%-%1%8%*%5%-%2%1%4%2%

fkl
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

Delivery time (when you
receive your mail

*8*721-4--1-8delivery)
*%2%1%2%1%7%-%2%-%-%1%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

14231-*3--1-5consistently)
2%1%2%1%1%-%2%1%-%-%2%-%1%

Collection time of items
25*61--22-2-7you are sending
4%1%1%2%1%-%-%1%7%-%3%-%1%

eh

14232--1*-1-5Collection reliability
2%1%2%1%1%-%-%1%*%-%2%-%1%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1*--*----1Latest collection time
-%*%-%*%*%-%-%*%-%-%-%-%*%

2225196-2142-*-24Amount of lost post sent
4%6%5%5%5%-%18%8%8%-%1%-%5%

bb

4031174278109126134215603352No Problems
83%80%80%80%83%85%64%74%85%100%88%100%80%

e

-11**--1--*-1Price of postage
-%*%1%*%*%-%-%1%-%-%*%-%*%

Items being delivered
22232192210--1-24intact/undamaged
4%6%3%6%7%14%18%6%-%-%1%-%6%

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
6442513335613419171803111915489Unweighted total
49389923461311510180255683438Weighted total

Lost or late delivery of
-8531--6--2-8sent mail
-%2%5%1%1%-%-%3%-%-%3%-%2%

a

Wrong mail delivered /
our mail delivered

*4*4*--22-*-4elsewhere
1%1%*%1%*%-%-%1%7%-%*%-%1%

beh

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

27*92*-7--*-10Other
4%2%*%3%1%1%-%4%-%-%*%-%2%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

Delivery time (when you
receive your mail

3*5*78delivery)
2%*%2%2%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

5-*-55consistently)
3%-%*%-%1%1%

a

Collection time of items
3-4-77you are sending
2%-%2%-%2%1%

131-55Collection reliability
1%5%*%-%1%1%

ac

Availability of a daily
------collection
-%-%-%-%-%-%

------Latest collection time
-%-%-%-%-%-%

Account management (if
------applicable)
-%-%-%-%-%-%

Trustworthiness of the
------provider
-%-%-%-%-%-%

1---11Latest collection time
*%-%-%-%*%*%

1056-2424Amount of lost post sent
7%10%3%-%6%5%

aa

1133719325327352No Problems
76%68%86%91%80%80%

bc

1---11Price of postage
1%-%-%-%*%*%

Items being delivered
87922224intact/undamaged
5%13%4%7%5%6%

a

Wrong postage /
shortfall on incoming

------mail - having to pay
-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1746324420469489Unweighted total
1505422427411438Weighted total

Accessibility of the
sorting office / opening

------hours
-%-%-%-%-%-%

Lost or late delivery of
7*1-88sent mail
5%1%*%-%2%2%

a

Wrong mail delivered /
our mail delivered

2-2-44elsewhere
1%-%1%-%1%1%

Problems with  the Smart
------Stamp online system
-%-%-%-%-%-%

Recorded letters not
------being signed for
-%-%-%-%-%-%

------Don't know / na
-%-%-%-%-%-%

145-1010Other
*%7%2%-%2%2%

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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

Delivery time (when you
receive your mail

23317-----1168delivery)
1%1%3%4%2%-%-%-%-%-%5%1%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

41-14-----1315consistently)
3%1%-%5%1%-%-%-%-%-%7%2%*%1%

aiai

Collection time of items
313*6-----*247you are sending
2%1%3%2%1%-%-%-%-%-%2%2%1%1%

23*-5------235Collection reliability
1%1%*%-%1%-%-%-%-%-%-%1%1%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1------1-1Latest collection time
*%-%-%-%*%-%-%-%-%-%-%1%-%*%

1112-419--**2271224Amount of lost post sent
8%6%-%17%5%-%-%41%51%42%10%6%4%5%

aaabi

1001638913339*-*-11288251352No Problems
70%84%87%49%82%100%-%41%-%16%57%75%85%80%

ccbcjcjbcj

1--*1-----*1-1Price of postage
1%-%-%1%*%-%-%-%-%-%1%1%-%*%

Items being delivered
1184222--*--2101324intact/undamaged

8%4%4%7%5%-%-%18%-%-%8%8%4%6%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
19919694454441-32633154290489Unweighted total
14319310226412*-11420117295438Weighted total

Lost or late delivery of
63-44----23138sent mail
4%1%-%17%1%-%-%-%-%43%13%1%1%2%

abiabi

Wrong mail delivered /
our mail delivered

22*-4------224elsewhere
1%1%*%-%1%-%-%-%-%-%-%2%1%1%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62219---*-*6410Other
4%1%2%2%2%-%-%-%49%-%1%5%1%2%

ba
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

Delivery time (when you
receive your mail

-----*14*52228delivery)
-%-%-%-%-%3%1%2%*%2%1%1%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

---**-34253235consistently)
-%-%-%2%2%-%1%1%2%2%1%1%2%1%

Collection time of items
------54245527you are sending
-%-%-%-%-%-%2%1%2%2%2%3%1%1%

---*-*43335455Collection reliability
-%-%-%2%-%1%2%1%3%1%2%2%2%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*1-****1Latest collection time
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

-----2142051916111624Amount of lost post sent
-%-%-%-%-%22%7%7%5%7%7%6%8%5%

*2177716522382202189133165352No Problems
100%94%100%94%98%73%78%77%79%78%79%78%79%80%

----*-11*111*1Price of postage
-%-%-%-%2%-%1%*%*%*%1%1%*%*%

Items being delivered
-*---*11194181261024intact/undamaged
-%6%-%-%-%1%5%6%4%7%5%4%5%6%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
------48124438sent mail
-%-%-%-%-%-%2%3%1%1%2%2%1%2%

d

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 136  (continuation)                                                                                                                                                  Page 2464

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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
13313821265339145310314238284489Unweighted total
*21879212290103261239171209438Weighted total

Wrong mail delivered /
our mail delivered

------44224244elsewhere
-%-%-%-%-%-%2%1%2%1%2%1%2%1%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*584466610Other
-%-%-%3%-%1%3%3%4%2%2%3%3%2%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

Delivery time (when you
receive your mail

-1-**-------58delivery)
-%2%-%1%1%-%-%-%-%-%-%-%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-**21------235consistently)
-%1%*%3%1%-%-%-%-%-%-%25%1%1%

Collection time of items
-2-21-------47you are sending
-%5%-%3%1%-%-%-%-%-%-%-%2%1%

c

--1*3-------35Collection reliability
-%-%2%1%4%-%-%-%-%-%-%-%1%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----------*1Latest collection time
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

-5542----3*21324Amount of lost post sent
-%11%8%7%3%-%-%-%-%65%6%35%5%5%

130573962*-*-252194352No Problems
100%73%83%76%80%100%-%100%-%35%94%26%80%80%

-*1---------11Price of postage
-%*%2%-%-%-%-%-%-%-%-%-%1%*%

Items being delivered
-2513------21724intact/undamaged
-%6%8%1%4%-%-%-%-%-%-%28%7%6%

b

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3818271772-2-4612286489Unweighted total
140695277*-*-557244438Weighted total

Lost or late delivery of
-1*3-------118sent mail
-%3%*%5%-%-%-%-%-%-%-%14%*%2%

ac

Wrong mail delivered /
our mail delivered

---22-------24elsewhere
-%-%-%4%2%-%-%-%-%-%-%-%1%1%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*222-------410Other
-%1%3%3%2%-%-%-%-%-%-%-%2%2%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

Delivery time (when you
receive your mail

*171-*5*11128delivery)
*%1%3%*%-%1%2%4%2%1%2%3%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-341--5-212-5consistently)
-%2%2%1%-%-%2%-%5%1%3%-%1%

a

Collection time of items
32421-3-2--27you are sending
5%1%2%1%2%-%2%-%5%-%-%4%1%

ac

1422**2-*1-25Collection reliability
2%2%1%1%1%2%1%-%*%1%-%3%1%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

-****-----*-1Latest collection time
-%*%*%*%*%-%-%-%-%-%*%-%*%

*16186*-191492424Amount of lost post sent
1%8%7%3%*%-%9%18%9%9%3%7%5%

bc

40149194156427154328735048352No Problems
76%80%76%86%96%94%73%78%61%79%83%83%80%

baddd

-11*-*1-1---1Price of postage
-%1%*%*%-%1%1%-%3%-%-%-%*%

Items being delivered
*11177**18-4122*24intact/undamaged
1%6%7%4%*%4%9%-%9%13%4%*%6%

caab
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
762382802086318229863927176489Unweighted total
53186255182447210346936158438Weighted total

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
3153*-1-11**8sent mail
5%1%2%2%*%-%1%-%2%1%*%*%2%

a

Wrong mail delivered /
our mail delivered

2222--2*2---4elsewhere
4%1%1%1%-%-%1%3%4%-%-%-%1%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

4264--4-*-4*10Other
7%1%2%2%-%-%2%-%1%-%6%*%2%

aac
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

Delivery time (when you
receive your mail

-1115*-13*8delivery)
-%2%1%1%2%1%-%1%2%1%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-*3141-3415consistently)
-%*%2%2%2%2%-%2%3%2%1%

Collection time of items
-*-24--2*27you are sending
-%1%-%3%2%-%-%1%*%3%1%

b

-*5*3*-42*5Collection reliability
-%1%3%*%1%*%-%2%1%*%1%

Availability of a daily
-----------collection
-%-%-%-%-%-%-%-%-%-%-%

-----------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-----------applicable)
-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-----------provider
-%-%-%-%-%-%-%-%-%-%-%

-****--**-1Latest collection time
-%*%*%*%*%-%-%*%*%-%*%

-214819*-1617*24Amount of lost post sent
-%4%8%10%9%1%-%9%13%*%5%

aa

23614758155481713910253352No Problems
100%88%81%73%75%88%90%79%75%87%80%

abb

--*-1-*11-1Price of postage
-%-%*%-%1%-%*%1%1%-%*%

Items being delivered
-294154-1111424intact/undamaged
-%5%5%6%7%7%-%6%8%6%6%

Wrong postage /
shortfall on incoming

-----------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
174250120238723322416477489Unweighted total
24118279207541917713762438Weighted total

Accessibility of the
sorting office / opening

-----------hours
-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
-*3111-1*18sent mail
-%*%2%2%*%2%-%1%*%2%2%

Wrong mail delivered /
our mail delivered

-2242--2--4elsewhere
-%4%1%5%1%-%-%1%-%-%1%

b

Problems with  the Smart
-----------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-----------being signed for
-%-%-%-%-%-%-%-%-%-%-%

-----------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%

--444-222-10Other
-%-%2%5%2%-%9%1%2%-%2%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 136  (continuation)                                                                                                                                                  Page 2471

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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

Delivery time (when you
receive your mail

-11211-243-1118delivery)
-%*%1%2%1%1%-%4%3%1%-%3%1%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

-33423-325-**25consistently)
-%2%2%3%2%2%-%5%2%3%-%*%*%2%1%

Collection time of items
--2222-*32-3337you are sending
-%-%2%2%2%1%-%1%2%1%-%10%2%4%1%

b

-13233--32--3*5Collection reliability
-%1%2%1%2%2%-%-%2%1%-%-%2%*%1%

Availability of a daily
---------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
---------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
---------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--****--**-***1Latest collection time
-%-%*%*%*%*%-%-%*%*%-%*%*%*%*%

-11124101622916-*8424Amount of lost post sent
-%9%9%3%8%9%40%3%7%8%-%1%6%5%5%

c

19911594109135355109146-2911759352No Problems
100%82%81%81%81%81%60%86%81%75%-%87%82%76%80%

a

-*111*-1*1--*11Price of postage
-%*%1%1%1%*%-%2%*%1%-%-%*%1%*%

Items being delivered
-66569-2418-*4224intact/undamaged
-%5%4%4%4%6%-%3%3%9%-%1%3%3%6%

b

Wrong postage /
shortfall on incoming

---------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5160194158186226589177234-66204110489Unweighted total
1121142115136168464135194-3414378438Weighted total

Accessibility of the
sorting office / opening

---------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
-1111*-121-*418sent mail
-%1%1%1%1%*%-%1%1%*%-%1%3%2%2%

Wrong mail delivered /
our mail delivered

-22-22-*-2-*224elsewhere
-%2%1%-%1%1%-%*%-%1%-%*%1%2%1%

Problems with  the Smart
---------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
---------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-222--24--4410Other
-%2%-%2%1%1%-%-%2%2%-%-%3%5%2%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

Delivery time (when you
receive your mail

*---22113248delivery)
8%-%-%-%1%1%4%3%3%2%4%2%

Delivery consistency /
reliability (e.g.
arrives as promised

--**41*13245consistently)
-%-%3%1%3%1%1%3%3%3%4%1%

Collection time of items
-----*-**117you are sending
-%-%-%-%-%*%-%1%*%1%1%1%

---*14**1*25Collection reliability
-%-%-%*%1%3%1%1%1%1%2%1%

Availability of a daily
------------collection
-%-%-%-%-%-%-%-%-%-%-%-%

------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
------------provider
-%-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*1Latest collection time
-%-%-%-%-%*%-%-%*%-%*%*%

*5221110**45624Amount of lost post sent
2%32%32%14%9%7%1%1%4%7%6%5%

5946931162033906676352No Problems
90%54%68%54%81%83%92%91%79%83%79%80%

-1-***--1**1Price of postage
-%7%-%1%*%*%-%-%1%*%*%*%

Items being delivered
-2-268**82424intact/undamaged
-%12%-%14%5%6%1%1%7%3%4%6%

Wrong postage /
shortfall on incoming

------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

------------hours
-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
8157121511933648150103137489Unweighted total
61661211514022371147997438Weighted total

Lost or late delivery of
-1-2*1**1118sent mail
-%6%-%16%*%1%*%*%1%1%1%2%

Wrong mail delivered /
our mail delivered

----22**2--4elsewhere
-%-%-%-%2%1%*%*%2%-%-%1%

Problems with  the Smart
------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%

------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%

-*--2*--2*210Other
-%1%-%-%2%*%-%-%2%*%2%2%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

Delivery time (when you
receive your mail

41-2*386866468delivery)
2%1%-%1%4%2%2%2%2%2%2%1%2%2%

Delivery consistency /
reliability (e.g.
arrives as promised

22-4-354555555consistently)
1%2%-%2%-%2%1%1%1%1%1%2%1%1%

Collection time of items
2*-2-572757577you are sending
1%1%-%1%-%4%2%1%2%2%2%2%2%1%

a

3*-4-153555355Collection reliability
2%*%-%2%-%1%1%1%1%1%1%1%1%1%

Availability of a daily
--------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
--------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
--------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-111111111Latest collection time
-%*%-%*%-%1%*%*%*%*%*%*%*%*%

811214-71816221821212124Amount of lost post sent
4%15%16%6%-%6%5%6%5%5%6%7%6%5%

b

169529188498304232341280311244304352No Problems
85%69%84%82%96%79%79%79%80%80%80%79%80%80%

a

1--1-111111*11Price of postage
1%-%-%1%-%1%*%*%*%*%*%*%*%*%

Items being delivered
107-13-62217232221201924intact/undamaged

5%9%-%6%-%5%6%6%5%6%5%6%5%6%

Wrong postage /
shortfall on incoming

--------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
24981122793166443333475411444375437489Unweighted total
19976102304124383295424352388309379438Weighted total

Accessibility of the
sorting office / opening

--------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
*3-3-176877778sent mail
*%4%-%1%-%1%2%2%2%2%2%2%2%2%

b

Wrong mail delivered /
our mail delivered

2--2-*44444244elsewhere
1%-%-%1%-%*%1%1%1%1%1%1%1%1%

Problems with  the Smart
--------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
--------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

22-4-*1091081061010Other
1%3%-%2%-%*%2%3%2%2%2%2%3%2%

cc
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

Delivery time (when you
receive your mail

16224-7*-8*58delivery)
1%3%1%4%2%-%2%1%-%9%1%1%2%

b

Delivery consistency /
reliability (e.g.
arrives as promised

32*23*32-5-45consistently)
2%1%*%4%2%*%1%3%-%6%-%1%1%

cb

Collection time of items
5233*-51-7247you are sending
3%1%2%6%*%-%2%1%-%8%17%1%1%

ab

233-1-32-5225Collection reliability
1%1%2%-%1%-%1%3%-%5%19%1%1%

b

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--*-**-11-1Latest collection time
-%*%-%-%*%-%*%*%-%1%5%-%*%

121276112129-2421524Amount of lost post sent
6%5%3%12%6%3%4%13%-%27%15%4%5%

cbcb

159193184301335624748352-4321352No Problems
80%81%89%63%75%91%82%66%100%-%31%85%80%

abaaa

*1*-1*-1-1-11Price of postage
*%*%*%-%1%*%-%1%-%1%-%*%*%

bb

Items being delivered
141042183147-24*1824intact/undamaged

7%4%2%4%10%4%5%10%-%28%3%5%6%

cb
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
2222672295319771323943929717418489Unweighted total
1992392084817762302733528613376438Weighted total

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%

Lost or late delivery of
54*26134-8158sent mail
2%2%*%5%3%2%1%6%-%10%5%1%2%

ccbb

Wrong mail delivered /
our mail delivered

2222**4--4*44elsewhere
1%1%1%4%*%*%1%-%-%5%1%1%1%

ab

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

194*6-82-102410Other
*%4%2%*%3%-%3%3%-%11%14%1%2%

bb
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

Delivery time (when you
receive your mail

1-1----1-1--8delivery)
9%-%4%-%-%-%-%7%-%4%-%-%2%

Delivery consistency /
reliability (e.g.
arrives as promised

--1-1-1123-15consistently)
-%-%4%-%10%-%14%7%12%14%-%4%1%

a

Collection time of items
--1-----1-117you are sending
-%-%4%-%-%-%-%-%6%-%12%4%1%

--1-*1-1-1*15Collection reliability
-%-%5%-%1%8%-%8%-%5%1%4%1%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%*%

-**--*-***-*24Amount of lost post sent
-%3%*%-%-%*%-%*%*%*%-%*%5%

1022178145111216724352No Problems
83%97%85%68%79%92%72%77%68%71%75%80%80%

--*--------*1Price of postage
-%-%*%-%-%-%-%-%-%-%-%*%*%

Items being delivered
2-*1***111-*24intact/undamaged

17%-%2%13%*%1%1%8%8%5%-%2%6%

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*badc*baSignificance Level: 95%
21746242238193441532070489Unweighted total
122251110167141722930438Weighted total

Lost or late delivery of
--*21*1*11128sent mail
-%-%*%19%9%*%13%*%6%5%12%7%2%

Wrong mail delivered /
our mail delivered

------------4elsewhere
-%-%-%-%-%-%-%-%-%-%-%-%1%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------10Other
-%-%-%-%-%-%-%-%-%-%-%-%2%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

Delivery time (when you
receive your mail

---12--*2*-28delivery)
-%-%-%2%4%-%-%2%4%3%-%5%2%

Delivery consistency /
reliability (e.g.
arrives as promised

*--*----3--25consistently)
1%-%-%*%-%-%-%-%6%-%-%4%1%

Collection time of items
---2---11*-27you are sending
-%-%-%4%-%-%-%6%2%3%-%4%1%

-----21*1--*5Collection reliability
-%-%-%-%-%5%4%2%2%-%-%1%1%

Availability of a daily
-------------collection
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Latest collection time
-%-%-%-%-%-%-%-%-%-%-%-%-%

Account management (if
-------------applicable)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Trustworthiness of the
-------------provider
-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*------1Latest collection time
-%-%-%1%-%*%-%-%-%-%-%-%*%

42244*-**4-424Amount of lost post sent
13%4%6%7%10%*%-%2%*%19%-%9%5%

dddgd

244634413229221342152232352No Problems
75%93%82%79%85%81%88%79%78%79%74%70%80%

a

---*--1-*---1Price of postage
-%-%-%*%-%-%4%-%*%-%-%-%*%

d

Items being delivered
224221114-4224intact/undamaged
6%4%9%4%6%2%4%8%7%-%14%4%6%

Wrong postage /
shortfall on incoming

-------------mail - having to pay
-%-%-%-%-%-%-%-%-%-%-%-%-%

Accessibility of the
sorting office / opening

-------------hours
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*lkjihgf*ed*c*baSignificance Level: 95%
2434474240443526105132455489Unweighted total
325042513735251754193046438Weighted total

Lost or late delivery of
---*-4--2-2-8sent mail
-%-%-%1%-%12%-%-%4%-%6%-%2%

afhijk

Wrong mail delivered /
our mail delivered

-2*2---*----4elsewhere
-%4%*%4%-%-%-%2%-%-%-%-%1%

Problems with  the Smart
-------------Stamp online system
-%-%-%-%-%-%-%-%-%-%-%-%-%

Recorded letters not
-------------being signed for
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Don't know / na
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-2-*---*-2410Other
6%-%4%-%*%-%-%-%*%-%6%8%2%

d
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

Delivery time (when you
receive your mail

-3238delivery)
-%2%2%3%2%

Delivery consistency /
reliability (e.g.
arrives as promised

**325consistently)
*%*%3%2%1%

Collection time of items
-2227you are sending
-%2%2%2%1%

-23*5Collection reliability
-%2%3%*%1%

Availability of a daily
-----collection
-%-%-%-%-%

-----Latest collection time
-%-%-%-%-%

Account management (if
-----applicable)
-%-%-%-%-%

Trustworthiness of the
-----provider
-%-%-%-%-%

-1--1Latest collection time
-%1%-%-%*%

87*824Amount of lost post sent
7%6%*%8%5%

bbb

1051017769352No Problems
84%81%81%73%80%

-*1-1Price of postage
-%*%1%-%*%

Items being delivered
756624intact/undamaged
6%4%7%6%6%

Wrong postage /
shortfall on incoming

-----mail - having to pay
-%-%-%-%-%

Accessibility of the
sorting office / opening

-----hours
-%-%-%-%-%

Lost or late delivery of
-5228sent mail
-%4%2%2%2%

d
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
10512616692489Unweighted total
1241249595438Weighted total

Wrong mail delivered /
our mail delivered

22*-4elsewhere
2%2%*%-%1%

Problems with  the Smart
-----Stamp online system
-%-%-%-%-%

Recorded letters not
-----being signed for
-%-%-%-%-%

-----Don't know / na
-%-%-%-%-%

4**510Other
3%*%*%6%2%

bbc
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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 those who use other providers to RM (QV4=2-16,98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--13242-2610Unweighted total
--*231*-*77Weighted total

---*2----22Very Dissatisfied
-%-%-%28%63%-%-%-%-%35%32%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----1**--11Dissatisfied
-%-%-%-%37%35%58%-%-%16%18%

--**-**-*12Fairly Satisfied
-%-%100%10%-%65%42%-%100%16%21%

---------11Very Satisfied
-%-%-%-%-%-%-%-%-%16%15%

Have not Contacted / Not
Applicable (DO NOT READ

---1-----11OUT)
-%-%-%62%-%-%-%-%-%16%15%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--**-**-*23NET: Satisfied
-%-%100%10%-%65%42%-%100%32%36%

---*2----22NET: Dissatisfied
-%-%-%28%63%-%-%-%-%35%32%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--9-211--31110Unweighted total
*--7-*21--21*7Weighted total

*--2--2------2Very Dissatisfied
100%-%-%27%-%-%100%-%-%-%-%-%-%32%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---1-*-----1-1Dissatisfied
-%-%-%19%-%58%-%-%-%-%-%100%-%18%

---2-*----1-*2Fairly Satisfied
-%-%-%22%-%42%-%-%-%-%52%-%100%21%

---1---1-----1Very Satisfied
-%-%-%16%-%-%-%100%-%-%-%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

---1------1--1OUT)
-%-%-%16%-%-%-%-%-%-%48%-%-%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---3-*-1--1-*3NET: Satisfied
-%-%-%38%-%42%-%100%-%-%52%-%100%36%

*--2--2------2NET: Dissatisfied
100%-%-%27%-%-%100%-%-%-%-%-%-%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
19194113--1-10Unweighted total
16*741*1--1-7Weighted total

-2-22--*----2Very Dissatisfied
-%37%-%33%44%-%-%58%-%-%-%-%32%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-11--*----1Dissatisfied
-%21%-%18%26%-%-%29%-%-%-%-%18%

-2*1*1**----2Fairly Satisfied
-%24%100%19%4%100%100%13%-%-%-%-%21%

1--1------1-1Very Satisfied
100%-%-%15%-%-%-%-%-%-%100%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

-1-11-------1OUT)
-%17%-%15%26%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

12*2*1**--1-3NET: Satisfied
100%24%100%34%4%100%100%13%-%-%100%-%36%

-2-22--*----2NET: Dissatisfied
-%37%-%33%44%-%-%58%-%-%-%-%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-5-1010Unweighted total
3-4-77Weighted total

*-2-22Very Dissatisfied
17%-%42%-%32%32%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
1-*-11Dissatisfied

37%-%5%-%18%18%

*-1-22Fairly Satisfied
10%-%28%-%21%21%

1---11Very Satisfied
37%-%-%-%15%15%

Have not Contacted / Not
Applicable (DO NOT READ

--1-11OUT)
-%-%24%-%15%15%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

1-1-33NET: Satisfied
46%-%28%-%36%36%

*-2-22NET: Dissatisfied
17%-%42%-%32%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
63128-----24410Unweighted total
33116-----1247Weighted total

*2--2------*22Very Dissatisfied
16%60%-%-%38%-%-%-%-%-%-%25%44%32%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1---1------1-1Dissatisfied

42%-%-%-%21%-%-%-%-%-%-%66%-%18%

*1-*1-----**12Fairly Satisfied
9%40%-%9%23%-%-%-%-%-%9%9%30%21%

1--1------1--1Very Satisfied
34%-%-%91%-%-%-%-%-%-%91%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1-------11OUT)
-%-%100%-%17%-%-%-%-%-%-%-%26%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-11-----1*13NET: Satisfied
43%40%-%100%23%-%-%-%-%-%100%9%30%36%

*2--2------*22NET: Dissatisfied
16%60%-%-%38%-%-%-%-%-%-%25%44%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----1774786810Unweighted total
-----*54155357Weighted total

------22-22222Very Dissatisfied
-%-%-%-%-%-%47%57%-%47%45%77%45%32%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------1**11*11Dissatisfied
-%-%-%-%-%-%26%6%35%26%25%8%25%18%

-----********2Fairly Satisfied
-%-%-%-%-%100%6%11%65%6%9%15%9%21%

-------1-1---1Very Satisfied
-%-%-%-%-%-%-%26%-%21%-%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

------1---1-11OUT)
-%-%-%-%-%-%21%-%-%-%21%-%21%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----**2*1***3NET: Satisfied
-%-%-%-%-%100%6%37%65%27%9%15%9%36%

------22-22222NET: Dissatisfied
-%-%-%-%-%-%47%57%-%47%45%77%45%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2114-----1-610Unweighted total
-***4-----*-57Weighted total

----2-------22Very Dissatisfied
-%-%-%-%52%-%-%-%-%-%-%-%48%32%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*1-------11Dissatisfied
-%-%-%100%24%-%-%-%-%-%-%-%27%18%

-**-------*-*2Fairly Satisfied
-%100%100%-%-%-%-%-%-%-%100%-%4%21%

------------11Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%22%15%

Have not Contacted / Not
Applicable (DO NOT READ

----1--------1OUT)
-%-%-%-%24%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-------*-13NET: Satisfied
-%100%100%-%-%-%-%-%-%-%100%-%26%36%

----2-------22NET: Dissatisfied
-%-%-%-%52%-%-%-%-%-%-%-%48%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-8731-6-321110Unweighted total
-552*-5-22**7Weighted total

-22---2--2*-2Very Dissatisfied
-%45%47%-%-%-%48%-%-%88%100%-%32%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1*1--1-1*--1Dissatisfied
-%25%5%46%-%-%27%-%48%12%-%-%18%

-*1**-*-*--*2Fairly Satisfied
-%9%27%7%100%-%2%-%5%-%-%100%21%

--1---1-1---1Very Satisfied
-%-%21%-%-%-%22%-%48%-%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1--------1OUT)
-%21%-%46%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2**-1-1--*3NET: Satisfied
-%9%49%7%100%-%24%-%52%-%-%100%36%

-22---2--2*-2NET: Dissatisfied
-%45%47%-%-%-%48%-%-%88%100%-%32%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 137  (continuation)                                                                                                                                                  Page 2493

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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-27452-85210Unweighted total
-15241-5417Weighted total

--2-2--22-2Very Dissatisfied
-%-%46%-%63%-%-%45%63%-%32%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*11-1-1-11Dissatisfied
-%18%26%53%-%100%-%25%-%100%18%

--***--**-2Fairly Satisfied
-%-%7%4%8%-%-%9%8%-%21%

----1---1-1Very Satisfied
-%-%-%-%29%-%-%-%29%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

-111---1--1OUT)
-%82%21%43%-%-%-%21%-%-%15%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--**1--*1-3NET: Satisfied
-%-%7%4%37%-%-%9%37%-%36%

--2-2--22-2NET: Dissatisfied
-%-%46%-%63%-%-%45%63%-%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-28368-435-13310Unweighted total
-25235-314-*217Weighted total

--2*22-*-2--2*2Very Dissatisfied
-%-%45%27%77%45%-%17%-%42%-%-%84%58%32%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-111*1-111---*1Dissatisfied
-%50%25%73%8%25%-%38%88%30%-%-%-%29%18%

--*-**-***-***2Fairly Satisfied
-%-%9%-%15%9%-%6%12%2%-%100%16%13%21%

-------1-1----1Very Satisfied
-%-%-%-%-%-%-%38%-%25%-%-%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

-11--1--------1OUT)
-%50%21%-%-%21%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-1*1-***3NET: Satisfied
-%-%9%-%15%9%-%44%12%27%-%100%16%13%36%

--2*22-*-2--2*2NET: Dissatisfied
-%-%45%27%77%45%-%17%-%42%-%-%84%58%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
2-1-273453410Unweighted total
1-*-25123227Weighted total

*----2*****2Very Dissatisfied
82%-%-%-%-%46%54%25%16%28%25%32%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----11**1111Dissatisfied
-%-%-%-%50%26%27%12%44%62%66%18%

*-*--******2Fairly Satisfied
18%-%100%-%-%7%19%9%4%10%9%21%

-------11--1Very Satisfied
-%-%-%-%-%-%-%54%36%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

----11-----1OUT)
-%-%-%-%50%21%-%-%-%-%-%15%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

*-*--**11**3NET: Satisfied
18%-%100%-%-%7%19%63%40%10%9%36%

*----2*****2NET: Dissatisfied
82%-%-%-%-%46%54%25%16%28%25%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
63-4-696101010101010Unweighted total
33-2-474777777Weighted total

*2-*-*22222222Very Dissatisfied
15%61%-%26%-%12%32%41%32%32%32%32%32%32%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1--1-*1*111111Dissatisfied

41%-%-%56%-%6%18%5%18%18%18%18%18%18%

1*-*-11*222222Fairly Satisfied
44%4%-%18%-%30%20%6%21%21%21%21%21%21%

-----111111111Very Satisfied
-%-%-%-%-%26%15%24%15%15%15%15%15%15%

Have not Contacted / Not
Applicable (DO NOT READ

-1---111111111OUT)
-%36%-%-%-%26%15%24%15%15%15%15%15%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-*-221333333NET: Satisfied
44%4%-%18%-%56%35%30%36%36%36%36%36%36%

*2-*-*22222222NET: Dissatisfied
15%61%-%26%-%12%32%41%32%32%32%32%32%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
46136-64-101510Unweighted total
34*25-52-7*57Weighted total

*2-*2-*2-2-22Very Dissatisfied
17%41%-%28%34%-%10%76%-%32%-%50%32%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1*-1*-1*-1Dissatisfied
-%29%-%62%4%-%22%10%-%18%100%-%18%

*1**1-1*-2-*2Fairly Satisfied
6%30%100%10%22%-%24%14%-%21%-%4%21%

1---1-1--1-11Very Satisfied
38%-%-%-%20%-%22%-%-%15%-%23%15%

Have not Contacted / Not
Applicable (DO NOT READ

1---1-1--1-11OUT)
38%-%-%-%20%-%22%-%-%15%-%23%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

11**2-2*-3-13NET: Satisfied
44%30%100%10%42%-%46%14%-%36%-%27%36%

*2-*2-*2-2-22NET: Dissatisfied
17%41%-%28%34%-%10%76%-%32%-%50%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1---1-1-22-110Unweighted total
1---1-1-22-17Weighted total

------------2Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%32%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----1-1-11-11Dissatisfied
-%-%-%-%100%-%100%-%50%50%-%100%18%

1-----------2Fairly Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%21%

--------11--1Very Satisfied
-%-%-%-%-%-%-%-%50%50%-%-%15%

Have not Contacted / Not
Applicable (DO NOT READ

------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------11--3NET: Satisfied
100%-%-%-%-%-%-%-%50%50%-%-%36%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Dec' 2018Nov' 2018Oct' 2018Sep' 2018Jul' 2018May' 2018Apr' 2018Total base

*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
424112111310Unweighted total
214*2***137Weighted total

2*--2-*---2Very Dissatisfied
80%67%-%-%100%-%100%-%-%-%32%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*1----*-11Dissatisfied
-%33%25%-%-%-%-%100%-%33%18%

*-1*-*---12Fairly Satisfied
20%-%25%100%-%100%-%-%-%33%21%

--1------11Very Satisfied
-%-%25%-%-%-%-%-%-%33%15%

Have not Contacted / Not
Applicable (DO NOT READ

--1-----1-1OUT)
-%-%25%-%-%-%-%-%100%-%15%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*-2*-*---23NET: Satisfied
20%-%50%100%-%100%-%-%-%67%36%

2*--2-*---2NET: Dissatisfied
80%67%-%-%100%-%100%-%-%-%32%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--13242-2610Unweighted total
--*231*-*77Weighted total

----2----22Very Dissatisfied
-%-%-%-%63%-%-%-%-%28%25%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----1----11Dissatisfied
-%-%-%-%37%-%-%-%-%16%15%

--**-1*-*12Fairly Satisfied
-%-%100%10%-%75%58%-%100%16%22%

---*-**--22Very Satisfied
-%-%-%28%-%25%42%-%-%24%24%

Have not Contacted / Not
Applicable (DO NOT READ

---1-----11OUT)
-%-%-%62%-%-%-%-%-%16%15%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*1-1*-*33NET: Satisfied
-%-%100%38%-%100%100%-%100%40%46%

----2----22NET: Dissatisfied
-%-%-%-%63%-%-%-%-%28%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--9-211--31110Unweighted total
*--7-*21--21*7Weighted total

---2--2------2Very Dissatisfied
-%-%-%27%-%-%100%-%-%-%-%-%-%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---1-------1-1Dissatisfied
-%-%-%16%-%-%-%-%-%-%-%100%-%15%

---2-*----1-*2Fairly Satisfied
-%-%-%23%-%58%-%-%-%-%52%-%100%22%

*--1-*-1-----2Very Satisfied
100%-%-%18%-%42%-%100%-%-%-%-%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

---1------1--1OUT)
-%-%-%16%-%-%-%-%-%-%48%-%-%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--3-*-1--1-*3NET: Satisfied
100%-%-%42%-%100%-%100%-%-%52%-%100%46%

---2--2------2NET: Dissatisfied
-%-%-%27%-%-%100%-%-%-%-%-%-%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
19194113--1-10Unweighted total
16*741*1--1-7Weighted total

-2-22-------2Very Dissatisfied
-%29%-%26%44%-%-%-%-%-%-%-%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-11-------1Dissatisfied
-%17%-%15%26%-%-%-%-%-%-%-%15%

-2*1-1**----2Fairly Satisfied
-%26%100%20%-%100%100%42%-%-%-%-%22%

11-2*--*--1-2Very Satisfied
100%11%-%24%4%-%-%58%-%-%100%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

-1-11-------1OUT)
-%17%-%15%26%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

12*3*1*1--1-3NET: Satisfied
100%36%100%44%4%100%100%100%-%-%100%-%46%

-2-22-------2NET: Dissatisfied
-%29%-%26%44%-%-%-%-%-%-%-%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5-5-1010Unweighted total
3-4-77Weighted total

--2-22Very Dissatisfied
-%-%42%-%25%25%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
1---11Dissatisfied

37%-%-%-%15%15%

*-1-22Fairly Satisfied
4%-%34%-%22%22%

2---22Very Satisfied
59%-%-%-%24%24%

Have not Contacted / Not
Applicable (DO NOT READ

--1-11OUT)
-%-%24%-%15%15%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

2-1-33NET: Satisfied
63%-%34%-%46%46%

--2-22NET: Dissatisfied
-%-%42%-%25%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
63128-----24410Unweighted total
33116-----1247Weighted total

-2--2-------22Very Dissatisfied
-%60%-%-%30%-%-%-%-%-%-%-%44%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1---1------1-1Dissatisfied

34%-%-%-%18%-%-%-%-%-%-%54%-%15%

*1-*1-----**12Fairly Satisfied
11%40%-%9%24%-%-%-%-%-%9%12%30%22%

2--11-----11-2Very Satisfied
55%-%-%91%11%-%-%-%-%-%91%34%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1-------11OUT)
-%-%100%-%17%-%-%-%-%-%-%-%26%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

21-12-----1113NET: Satisfied
66%40%-%100%35%-%-%-%-%-%100%46%30%46%

-2--2-------22NET: Dissatisfied
-%60%-%-%30%-%-%-%-%-%-%-%44%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----1774786810Unweighted total
-----*54155357Weighted total

------22-22222Very Dissatisfied
-%-%-%-%-%-%37%45%-%37%35%61%35%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------1--11-11Dissatisfied
-%-%-%-%-%-%22%-%-%22%21%-%21%15%

------111*1112Fairly Satisfied
-%-%-%-%-%-%10%13%75%7%10%17%10%22%

-----**2*21112Very Satisfied
-%-%-%-%-%100%10%42%25%35%13%22%13%24%

Have not Contacted / Not
Applicable (DO NOT READ

------1---1-11OUT)
-%-%-%-%-%-%21%-%-%-%21%-%21%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*12121113NET: Satisfied
-%-%-%-%-%100%20%55%100%42%23%39%23%46%

------22-22222NET: Dissatisfied
-%-%-%-%-%-%37%45%-%37%35%61%35%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2114-----1-610Unweighted total
-***4-----*-57Weighted total

----2-------22Very Dissatisfied
-%-%-%-%41%-%-%-%-%-%-%-%38%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----1-------11Dissatisfied
-%-%-%-%24%-%-%-%-%-%-%-%22%15%

-***------*-*2Fairly Satisfied
-%38%100%100%-%-%-%-%-%-%100%-%5%22%

-*--*-------22Very Satisfied
-%62%-%-%11%-%-%-%-%-%-%-%36%24%

Have not Contacted / Not
Applicable (DO NOT READ

----1--------1OUT)
-%-%-%-%24%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-****-----*-23NET: Satisfied
-%100%100%100%11%-%-%-%-%-%100%-%40%46%

----2-------22NET: Dissatisfied
-%-%-%-%41%-%-%-%-%-%-%-%38%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-8731-6-321110Unweighted total
-552*-5-22**7Weighted total

-22---2--2--2Very Dissatisfied
-%35%37%-%-%-%38%-%-%88%-%-%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1--1-1---1Dissatisfied
-%21%-%46%-%-%22%-%48%-%-%-%15%

-11*--*-**--2Fairly Satisfied
-%10%28%7%-%-%7%-%5%12%-%-%22%

-12-*-2-1-**2Very Satisfied
-%13%35%-%100%-%32%-%48%-%100%100%24%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1--------1OUT)
-%21%-%46%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-13**-2-1***3NET: Satisfied
-%23%63%7%100%-%40%-%52%12%100%100%46%

-22---2--2--2NET: Dissatisfied
-%35%37%-%-%-%38%-%-%88%-%-%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-27452-85210Unweighted total
-15241-5417Weighted total

--2-2--22-2Very Dissatisfied
-%-%36%-%50%-%-%35%50%-%25%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--11-1-1-11Dissatisfied
-%-%21%43%-%82%-%21%-%82%15%

-*****-1**2Fairly Satisfied
-%18%8%14%3%18%-%10%3%18%22%

--1-2--12-2Very Satisfied
-%-%13%-%47%-%-%13%47%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

-111---1--1OUT)
-%82%21%43%-%-%-%21%-%-%15%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1*2*-12*3NET: Satisfied
-%18%21%14%50%18%-%23%50%18%46%

--2-2--22-2NET: Dissatisfied
-%-%36%-%50%-%-%35%50%-%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-28368-435-13310Unweighted total
-25235-314-*217Weighted total

--2-22---2--2-2Very Dissatisfied
-%-%35%-%61%35%-%-%-%42%-%-%84%-%25%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-111-1-111----1Dissatisfied
-%50%21%60%-%21%-%38%72%25%-%-%-%-%15%

--1*11--**--**2Fairly Satisfied
-%-%10%13%17%10%-%-%16%8%-%-%8%42%22%

--1*11-2*1-***2Very Satisfied
-%-%13%27%22%13%-%62%12%25%-%100%8%58%24%

Have not Contacted / Not
Applicable (DO NOT READ

-11--1--------1OUT)
-%50%21%-%-%21%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1111-2*1-**13NET: Satisfied
-%-%23%40%39%23%-%62%28%33%-%100%16%100%46%

--2-22---2--2-2NET: Dissatisfied
-%-%35%-%61%35%-%-%-%42%-%-%84%-%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
2-1-273453410Unweighted total
1-*-25123227Weighted total

-----2-----2Very Dissatisfied
-%-%-%-%-%36%-%-%-%-%-%25%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----11--1111Dissatisfied
-%-%-%-%50%21%-%-%36%62%54%15%

*-*--****-*2Fairly Satisfied
18%-%100%-%-%8%27%12%12%-%12%22%

*----1122112Very Satisfied
82%-%-%-%-%13%73%88%52%38%34%24%

Have not Contacted / Not
Applicable (DO NOT READ

----11-----1OUT)
-%-%-%-%50%21%-%-%-%-%-%15%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

1-*--1122113NET: Satisfied
100%-%100%-%-%21%100%100%64%38%46%46%

-----2-----2NET: Dissatisfied
-%-%-%-%-%36%-%-%-%-%-%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
63-4-696101010101010Unweighted total
33-2-474777777Weighted total

-2----22222222Very Dissatisfied
-%61%-%-%-%-%25%41%25%25%25%25%25%25%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
1--1--1-111111Dissatisfied

33%-%-%56%-%-%15%-%15%15%15%15%15%15%

1*-*-11*222222Fairly Satisfied
46%4%-%9%-%32%21%8%22%22%22%22%22%22%

1--1-221222222Very Satisfied
21%-%-%35%-%42%24%28%24%24%24%24%24%24%

Have not Contacted / Not
Applicable (DO NOT READ

-1---111111111OUT)
-%36%-%-%-%26%15%24%15%15%15%15%15%15%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-1-332333333NET: Satisfied
67%4%-%44%-%74%45%35%46%46%46%46%46%46%

-2----22222222NET: Dissatisfied
-%61%-%-%-%-%25%41%25%25%25%25%25%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
46136-64-101510Unweighted total
34*25-52-7*57Weighted total

-2--2--2-2-22Very Dissatisfied
-%41%-%-%34%-%-%76%-%25%-%39%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-1-1--1--1--1Dissatisfied
-%24%-%62%-%-%22%-%-%15%-%-%15%

*1*-1-1*-2*-2Fairly Satisfied
6%32%100%-%26%-%24%17%-%22%100%-%22%

2*-11-2*-2-22Very Satisfied
56%4%-%38%20%-%32%7%-%24%-%37%24%

Have not Contacted / Not
Applicable (DO NOT READ

1---1-1--1-11OUT)
38%-%-%-%20%-%22%-%-%15%-%23%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

22*12-31-3*23NET: Satisfied
62%35%100%38%46%-%56%24%-%46%100%37%46%

-2--2--2-2-22NET: Dissatisfied
-%41%-%-%34%-%-%76%-%25%-%39%25%
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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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1---1-1-22-110Unweighted total
1---1-1-22-17Weighted total

------------2Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%25%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
----1-1-11-11Dissatisfied
-%-%-%-%100%-%100%-%50%50%-%100%15%

1-----------2Fairly Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%22%

--------11--2Very Satisfied
-%-%-%-%-%-%-%-%50%50%-%-%24%

Have not Contacted / Not
Applicable (DO NOT READ

------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%15%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-------11--3NET: Satisfied
100%-%-%-%-%-%-%-%50%50%-%-%46%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%25%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 138  (continuation)                                                                                                                                                  Page 2514

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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Dec' 2018Nov' 2018Oct' 2018Sep' 2018Jul' 2018May' 2018Apr' 2018Total base

*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
424112111310Unweighted total
214*2***137Weighted total

2---2-----2Very Dissatisfied
80%-%-%-%100%-%-%-%-%-%25%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--1------11Dissatisfied
-%-%25%-%-%-%-%-%-%33%15%

**1*-*-*-12Fairly Satisfied
12%33%25%100%-%38%-%100%-%33%22%

**1--**--12Very Satisfied
8%67%25%-%-%62%100%-%-%33%24%

Have not Contacted / Not
Applicable (DO NOT READ

--1-----1-1OUT)
-%-%25%-%-%-%-%-%100%-%15%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*12*-***-23NET: Satisfied
20%100%50%100%-%100%100%100%-%67%46%

2---2-----2NET: Dissatisfied
80%-%-%-%100%-%-%-%-%-%25%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 138  (continuation)                                                                                                                                                  Page 2515

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 who have had a problem with DHL in the last 6 months (QOP3=2)

Columns Tested: a,b,c,d,e,f,g - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1312-1146Unweighted total
*-*4**-**55Weighted total

*----*-*--*Very Dissatisfied
100%-%-%-%-%50%-%100%-%-%3%

--*2-*--*22Fairly Dissatisfied
-%-%100%41%-%50%-%-%100%39%39%

Neither Satisfied Nor
---3*----33Dissatisfied
-%-%-%59%100%-%-%-%-%61%58%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

*-*2-*-**22NET: Dissatisfied
100%-%100%41%-%100%-%100%100%39%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-511-2----16Unweighted total
-*-512-*----25Weighted total

---*---*-----*Very Dissatisfied
-%-%-%3%-%-%-%50%-%-%-%-%-%3%

---2-2-*-----2Fairly Dissatisfied
-%-%-%42%-%100%-%50%-%-%-%-%-%39%

Neither Satisfied Nor
-*-31-------23Dissatisfied
-%100%-%55%100%-%-%-%-%-%-%-%100%58%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-2-*-----2NET: Dissatisfied
-%-%-%45%-%100%-%100%-%-%-%-%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1515---4--2-6Unweighted total
*523---4--1-5Weighted total

*--*------*-*Very Dissatisfied
100%-%-%4%-%-%-%-%-%-%13%-%3%

-22*---2----2Fairly Dissatisfied
-%40%100%4%-%-%-%50%-%-%-%-%39%

Neither Satisfied Nor
-3-3---2--1-3Dissatisfied
-%60%-%91%-%-%-%50%-%-%87%-%58%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*---2--*-2NET: Dissatisfied
100%40%100%9%-%-%-%50%-%-%13%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
213-66Unweighted total
212-55Weighted total

--*-**Very Dissatisfied
-%-%7%-%3%3%

--2-22Fairly Dissatisfied
-%-%93%-%39%39%

Neither Satisfied Nor
21--33Dissatisfied

100%100%-%-%58%58%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

--2-22NET: Dissatisfied
-%-%100%-%42%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
42-24-----2226Unweighted total
23-23-----2*35Weighted total

*---*------*-*Very Dissatisfied
6%-%-%-%4%-%-%-%-%-%-%32%-%3%

*2-*2-----*-22Fairly Dissatisfied
6%67%-%8%58%-%-%-%-%-%8%-%67%39%

Neither Satisfied Nor
21-21-----2*13Dissatisfied

88%33%-%92%38%-%-%-%-%-%92%68%33%58%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2-----**22NET: Dissatisfied
12%67%-%8%62%-%-%-%-%-%8%32%67%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------26252216Unweighted total
------35153315Weighted total

-------***---*Very Dissatisfied
-%-%-%-%-%-%-%3%13%3%-%-%-%3%

-------2-2---2Fairly Dissatisfied
-%-%-%-%-%-%-%39%-%42%-%-%-%39%

Neither Satisfied Nor
------33133313Dissatisfied
-%-%-%-%-%-%100%58%87%55%100%100%100%58%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2*2---2NET: Dissatisfied
-%-%-%-%-%-%-%42%13%45%-%-%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11---------56Unweighted total
-21---------55Weighted total

------------**Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%3%

------------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%42%39%

Neither Satisfied Nor
-21---------33Dissatisfied
-%100%100%-%-%-%-%-%-%-%-%-%55%58%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%45%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1151--5-32--6Unweighted total
1232--5-23--5Weighted total

--*---*-*---*Very Dissatisfied
-%-%4%-%-%-%3%-%7%-%-%-%3%

--2---2-*2--2Fairly Dissatisfied
-%-%59%-%-%-%42%-%7%67%-%-%39%

Neither Satisfied Nor
1212--3-21--3Dissatisfied

100%100%36%100%-%-%55%-%86%33%-%-%58%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2-*2--2NET: Dissatisfied
-%-%64%-%-%-%45%-%14%67%-%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-41-1316Unweighted total
--1-32-2225Weighted total

----*---*-*Very Dissatisfied
-%-%-%-%5%-%-%-%7%-%3%

----2---2-2Fairly Dissatisfied
-%-%-%-%65%-%-%-%93%-%39%

Neither Satisfied Nor
--1-12-2-23Dissatisfied
-%-%100%-%30%100%-%100%-%100%58%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

----2---2-2NET: Dissatisfied
-%-%-%-%70%-%-%-%100%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---21--134--116Unweighted total
---22--*14--125Weighted total

---*----**----*Very Dissatisfied
-%-%-%8%-%-%-%-%11%4%-%-%-%-%3%

-------**2----2Fairly Dissatisfied
-%-%-%-%-%-%-%100%11%52%-%-%-%-%39%

Neither Satisfied Nor
---22---12--123Dissatisfied
-%-%-%92%100%-%-%-%77%44%-%-%100%100%58%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---**2----2NET: Dissatisfied
-%-%-%8%-%-%-%100%23%56%-%-%-%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1-122--3116Unweighted total
-*-2**--4**5Weighted total

-*--**--****Very Dissatisfied
-%100%-%-%50%50%-%-%4%100%100%3%

----**--2--2Fairly Dissatisfied
-%-%-%-%50%50%-%-%50%-%-%39%

Neither Satisfied Nor
---2----2--3Dissatisfied
-%-%-%100%-%-%-%-%46%-%-%58%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--**--2**2NET: Dissatisfied
-%100%-%-%100%100%-%-%54%100%100%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4--31265656666Unweighted total
2--2*153535555Weighted total

*--*--********Very Dissatisfied
6%-%-%6%-%-%3%4%3%4%3%3%3%3%

*---**2*2*2222Fairly Dissatisfied
6%-%-%-%100%13%39%4%39%4%39%39%39%39%

Neither Satisfied Nor
2--2-133333333Dissatisfied

88%-%-%94%-%87%58%91%58%91%58%58%58%58%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--***2*2*2222NET: Dissatisfied
12%-%-%6%100%13%42%9%42%9%42%42%42%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
421-5-42-6156Unweighted total
322-3-5*-5*55Weighted total

*---*-*--*-**Very Dissatisfied
5%-%-%-%4%-%3%-%-%3%-%3%3%

*2--2-2*-2*22Fairly Dissatisfied
5%86%-%-%59%-%40%32%-%39%100%38%39%

Neither Satisfied Nor
3*2-1-3*-3-33Dissatisfied

90%14%100%-%36%-%57%68%-%58%-%60%58%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2-2*-2*22NET: Dissatisfied
10%86%-%-%64%-%43%32%-%42%100%40%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1---------6Unweighted total
--*---------5Weighted total

------------*Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%

------------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%39%

Neither Satisfied Nor
--*---------3Dissatisfied
-%-%100%-%-%-%-%-%-%-%-%-%58%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Sep' 2018Aug' 2018Jun' 2018Apr' 2018Feb' 2018Total base

*c*b*a*e*d*c*b*aSignificance Level: 95%
222111126Unweighted total
*14**1*45Weighted total

*---*---*Very Dissatisfied
50%-%-%-%100%-%-%-%3%

*-2*---22Fairly Dissatisfied
50%-%52%100%-%-%-%52%39%

Neither Satisfied Nor
-12--1*23Dissatisfied
-%100%48%-%-%100%100%48%58%

---------Fairly Satisfied
-%-%-%-%-%-%-%-%-%

---------Very Satisfied
-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------OUT)
-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------READ OUT)
-%-%-%-%-%-%-%-%-%

---------NET: Satisfied
-%-%-%-%-%-%-%-%-%

*-2**--22NET: Dissatisfied
100%-%52%100%100%-%-%52%42%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1312-1146Unweighted total
*-*4**-**55Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*--2-*-*-22Fairly Dissatisfied
100%-%-%41%-%50%-%100%-%39%39%

Neither Satisfied Nor
---3-----33Dissatisfied
-%-%-%59%-%-%-%-%-%55%52%

--*--*--*-*Fairly Satisfied
-%-%100%-%-%50%-%-%100%-%3%

----*----**Very Satisfied
-%-%-%-%100%-%-%-%-%6%6%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-**--***NET: Satisfied
-%-%100%-%100%50%-%-%100%6%9%

*--2-*-*-22NET: Dissatisfied
100%-%-%41%-%50%-%100%-%39%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-511-2----16Unweighted total
-*-512-*----25Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-2-*-----2Fairly Dissatisfied
-%-%-%42%-%100%-%50%-%-%-%-%-%39%

Neither Satisfied Nor
---31-------23Dissatisfied
-%-%-%55%100%-%-%-%-%-%-%-%100%52%

---*---*-----*Fairly Satisfied
-%-%-%3%-%-%-%50%-%-%-%-%-%3%

-*-----------*Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-----*NET: Satisfied
-%100%-%3%-%-%-%50%-%-%-%-%-%9%

---2-2-*-----2NET: Dissatisfied
-%-%-%42%-%100%-%50%-%-%-%-%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
1515---4--2-6Unweighted total
*523---4--1-5Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*---2--*-2Fairly Dissatisfied
100%38%100%4%-%-%-%46%-%-%13%-%39%

Neither Satisfied Nor
-3-3---2--1-3Dissatisfied
-%54%-%82%-%-%-%43%-%-%87%-%52%

-*-*---*----*Fairly Satisfied
-%3%-%4%-%-%-%3%-%-%-%-%3%

-*-*---*----*Very Satisfied
-%6%-%9%-%-%-%7%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*NET: Satisfied
-%9%-%13%-%-%-%11%-%-%-%-%9%

*22*---2--*-2NET: Dissatisfied
100%38%100%4%-%-%-%46%-%-%13%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
213-66Unweighted total
212-55Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

--2-22Fairly Dissatisfied
-%-%93%-%39%39%

Neither Satisfied Nor
21--33Dissatisfied

85%100%-%-%52%52%

--*-**Fairly Satisfied
-%-%7%-%3%3%

*---**Very Satisfied
15%-%-%-%6%6%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*-*-**NET: Satisfied
15%-%7%-%9%9%

--2-22NET: Dissatisfied
-%-%93%-%39%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
42-24-----2226Unweighted total
23-23-----2*35Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2------*22Fairly Dissatisfied
6%67%-%-%62%-%-%-%-%-%-%32%67%39%

Neither Satisfied Nor
21-21-----2-13Dissatisfied

75%33%-%92%29%-%-%-%-%-%92%-%33%52%

*--*------*--*Fairly Satisfied
6%-%-%8%-%-%-%-%-%-%8%-%-%3%

*---*------*-*Very Satisfied
13%-%-%-%9%-%-%-%-%-%-%68%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-----**-*NET: Satisfied
19%-%-%8%9%-%-%-%-%-%8%68%-%9%

*2--2------*22NET: Dissatisfied
6%67%-%-%62%-%-%-%-%-%-%32%67%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------26252216Unweighted total
------35153315Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2*2---2Fairly Dissatisfied
-%-%-%-%-%-%-%39%13%42%-%-%-%39%

Neither Satisfied Nor
------33133313Dissatisfied
-%-%-%-%-%-%100%52%87%55%100%100%100%52%

-------*-*---*Fairly Satisfied
-%-%-%-%-%-%-%3%-%3%-%-%-%3%

-------*-----*Very Satisfied
-%-%-%-%-%-%-%6%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------*-*---*NET: Satisfied
-%-%-%-%-%-%-%9%-%3%-%-%-%9%

-------2*2---2NET: Dissatisfied
-%-%-%-%-%-%-%39%13%42%-%-%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11---------56Unweighted total
-21---------55Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%42%39%

Neither Satisfied Nor
-21---------33Dissatisfied
-%100%100%-%-%-%-%-%-%-%-%-%55%52%

------------**Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%3%

-------------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%9%

------------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%42%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1151--5-32--6Unweighted total
1232--5-23--5Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2-*2--2Fairly Dissatisfied
-%-%59%-%-%-%42%-%7%67%-%-%39%

Neither Satisfied Nor
1212--3-21--3Dissatisfied

100%100%28%100%-%-%55%-%86%33%-%-%52%

--*---*-*---*Fairly Satisfied
-%-%4%-%-%-%3%-%7%-%-%-%3%

--*---------*Very Satisfied
-%-%9%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*-*---*NET: Satisfied
-%-%13%-%-%-%3%-%7%-%-%-%9%

--2---2-*2--2NET: Dissatisfied
-%-%59%-%-%-%42%-%7%67%-%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-41-1316Unweighted total
--1-32-2225Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----2---2-2Fairly Dissatisfied
-%-%-%-%65%-%-%-%93%-%39%

Neither Satisfied Nor
--1-12-2-23Dissatisfied
-%-%100%-%30%100%-%100%-%100%52%

----*---*-*Fairly Satisfied
-%-%-%-%5%-%-%-%7%-%3%

----------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

----*---*-*NET: Satisfied
-%-%-%-%5%-%-%-%7%-%9%

----2---2-2NET: Dissatisfied
-%-%-%-%65%-%-%-%93%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---21--134--116Unweighted total
---22--*14--125Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*2----2Fairly Dissatisfied
-%-%-%8%-%-%-%-%11%52%-%-%-%-%39%

Neither Satisfied Nor
---22---12--123Dissatisfied
-%-%-%92%100%-%-%-%77%44%-%-%100%100%52%

-------***----*Fairly Satisfied
-%-%-%-%-%-%-%100%11%4%-%-%-%-%3%

--------------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***----*NET: Satisfied
-%-%-%-%-%-%-%100%11%4%-%-%-%-%9%

---*----*2----2NET: Dissatisfied
-%-%-%8%-%-%-%-%11%52%-%-%-%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1-122--3116Unweighted total
-*-2**--4**5Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--**--2**2Fairly Dissatisfied
-%100%-%-%50%50%-%-%54%100%100%39%

Neither Satisfied Nor
---2----2--3Dissatisfied
-%-%-%100%-%-%-%-%46%-%-%52%

----**-----*Fairly Satisfied
-%-%-%-%50%50%-%-%-%-%-%3%

-----------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----**-----*NET: Satisfied
-%-%-%-%50%50%-%-%-%-%-%9%

-*--**--2**2NET: Dissatisfied
-%100%-%-%50%50%-%-%54%100%100%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4--31265656666Unweighted total
2--2*153535555Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--2*2*2222Fairly Dissatisfied
6%-%-%6%-%-%39%4%39%4%39%39%39%39%

Neither Satisfied Nor
2--2-133333333Dissatisfied

75%-%-%80%-%87%52%82%52%82%52%52%52%52%

*---**********Fairly Satisfied
6%-%-%-%100%13%3%4%3%4%3%3%3%3%

*--*--********Very Satisfied
13%-%-%14%-%-%6%9%6%9%6%6%6%6%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--***********NET: Satisfied
19%-%-%14%100%13%9%13%9%13%9%9%9%9%

*--*--2*2*2222NET: Dissatisfied
6%-%-%6%-%-%39%4%39%4%39%39%39%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
421-5-42-6156Unweighted total
322-3-5*-5*55Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2-2--2-22Fairly Dissatisfied
5%86%-%-%59%-%43%-%-%39%-%40%39%

Neither Satisfied Nor
3-2-1-3--3-33Dissatisfied

90%-%100%-%28%-%57%-%-%52%-%54%52%

*---*--*-**-*Fairly Satisfied
5%-%-%-%4%-%-%32%-%3%100%-%3%

-*--*--*-*-**Very Satisfied
-%14%-%-%9%-%-%68%-%6%-%6%6%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**--*--*-****NET: Satisfied
5%14%-%-%13%-%-%100%-%9%100%6%9%

*2--2-2--2-22NET: Dissatisfied
5%86%-%-%59%-%43%-%-%39%-%40%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1---------6Unweighted total
--*---------5Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%39%

Neither Satisfied Nor
------------3Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%52%

------------*Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%

--*---------*Very Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%-%-%9%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Sep' 2018Aug' 2018Jun' 2018Apr' 2018Feb' 2018Total base

*c*b*a*e*d*c*b*aSignificance Level: 95%
222111126Unweighted total
*14**1*45Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

*-2-*--22Fairly Dissatisfied
50%-%52%-%100%-%-%52%39%

Neither Satisfied Nor
-12--1-23Dissatisfied
-%76%48%-%-%100%-%48%52%

*--*----*Fairly Satisfied
50%-%-%100%-%-%-%-%3%

-*----*-*Very Satisfied
-%24%-%-%-%-%100%-%6%

Have not Contacted / Not
Applicable (DO NOT READ

---------OUT)
-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------READ OUT)
-%-%-%-%-%-%-%-%-%

**-*--*-*NET: Satisfied
50%24%-%100%-%-%100%-%9%

*-2-*--22NET: Dissatisfied
50%-%52%-%100%-%-%52%39%
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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 who have had a problem with UK Mail in the last 6 months (QOP3=4)

Columns Tested: a,b,c,d,e - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-145361141218Unweighted total
-*4521***1314Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2*-----22Fairly Dissatisfied
-%-%44%11%-%-%-%-%-%16%15%

Neither Satisfied Nor
---1-----11Dissatisfied
-%-%-%20%-%-%-%-%-%7%7%

--*-**-**22Fairly Satisfied
-%-%4%-%12%38%-%100%36%15%16%

--2--**--33Very Satisfied
-%-%52%-%-%23%100%-%-%22%23%

Have not Contacted / Not
Applicable (DO NOT READ

---32----55OUT)
-%-%-%69%88%-%-%-%-%40%38%

Don't Know / (DO NOT
-*---*--*-*READ OUT)
-%100%-%-%-%39%-%-%64%-%2%

--2-*****55NET: Satisfied
-%-%56%-%12%61%100%100%36%37%39%

--2*-----22NET: Dissatisfied
-%-%44%11%-%-%-%-%-%16%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-221411131-5-218Unweighted total
-1112***31-4-414Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*2---2-----2Fairly Dissatisfied
-%-%50%13%-%-%-%49%-%-%-%-%-%15%

Neither Satisfied Nor
---1----1----1Dissatisfied
-%-%-%8%-%-%-%-%100%-%-%-%-%7%

-*-2--*---*-22Fairly Satisfied
-%38%-%16%-%-%100%-%-%-%4%-%47%16%

---3-*----1-23Very Satisfied
-%-%-%26%-%100%-%-%-%-%27%-%53%23%

Have not Contacted / Not
Applicable (DO NOT READ

-**4---2--3--5OUT)
-%62%50%35%-%-%-%49%-%-%69%-%-%38%

Don't Know / (DO NOT
---**--*-----*READ OUT)
-%-%-%2%100%-%-%2%-%-%-%-%-%2%

-*-5-**---1-45NET: Satisfied
-%38%-%42%-%100%100%-%-%-%31%-%100%39%

--*2---2-----2NET: Dissatisfied
-%-%50%13%-%-%-%49%-%-%-%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3156125--9--4-18Unweighted total
311595--8--1-14Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-2--*----2Fairly Dissatisfied
-%19%45%-%36%-%-%6%-%-%-%-%15%

Neither Satisfied Nor
-1-1---1----1Dissatisfied
-%8%-%10%-%-%-%11%-%-%-%-%7%

*22*---2--*-2Fairly Satisfied
4%20%39%5%-%-%-%26%-%-%10%-%16%

3*-3*--3----3Very Satisfied
96%2%-%34%4%-%-%37%-%-%-%-%23%

Have not Contacted / Not
Applicable (DO NOT READ

-5*53--2--1-5OUT)
-%48%10%51%59%-%-%20%-%-%73%-%38%

Don't Know / (DO NOT
-****-----*-*READ OUT)
-%3%5%1%1%-%-%-%-%-%18%-%2%

3224*--5--*-5NET: Satisfied
100%21%39%39%4%-%-%63%-%-%10%-%39%

-22-2--*----2NET: Dissatisfied
-%19%45%-%36%-%-%6%-%-%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
94511718Unweighted total
563*1414Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-2--22Fairly Dissatisfied
-%37%-%-%16%15%

Neither Satisfied Nor
1---11Dissatisfied

19%-%-%-%7%7%

2---22Fairly Satisfied
46%-%-%-%17%16%

12--33Very Satisfied
25%34%-%-%23%23%

Have not Contacted / Not
Applicable (DO NOT READ

*23*55OUT)
10%29%92%100%35%38%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%8%-%2%2%

42--55NET: Satisfied
71%34%-%-%40%39%

-2--22NET: Dissatisfied
-%37%-%-%16%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1152216-----29718Unweighted total

833*14-----*8614Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2------*22Fairly Dissatisfied
6%49%-%-%15%-%-%-%-%-%-%6%27%15%

Neither Satisfied Nor
-1--1-------11Dissatisfied
-%28%-%-%7%-%-%-%-%-%-%-%15%7%

2--*2-----*2-2Fairly Satisfied
28%-%-%100%15%-%-%-%-%-%100%26%-%16%

3---3------3-3Very Satisfied
39%-%-%-%23%-%-%-%-%-%-%41%-%23%

Have not Contacted / Not
Applicable (DO NOT READ

2*3-5------235OUT)
26%14%100%-%38%-%-%-%-%-%-%27%53%38%

Don't Know / (DO NOT
-*--*-------**READ OUT)
-%9%-%-%2%-%-%-%-%-%-%-%5%2%

5--*5-----*5-5NET: Satisfied
68%-%-%100%38%-%-%-%-%-%100%67%-%39%

*2--2------*22NET: Dissatisfied
6%49%-%-%15%-%-%-%-%-%-%6%27%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-19126131191118Unweighted total
---*-*886986814Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2*2222Fairly Dissatisfied
-%-%-%-%-%-%21%-%29%5%20%27%20%15%

Neither Satisfied Nor
-------1-1---1Dissatisfied
-%-%-%-%-%-%-%12%-%10%-%-%-%7%

---*--22222222Fairly Satisfied
-%-%-%100%-%-%24%30%34%22%24%33%24%16%

-----*33233233Very Satisfied
-%-%-%-%-%100%38%42%37%35%39%35%39%23%

Have not Contacted / Not
Applicable (DO NOT READ

------11-21-15OUT)
-%-%-%-%-%-%13%13%-%24%13%-%13%38%

Don't Know / (DO NOT
------**-*****READ OUT)
-%-%-%-%-%-%4%3%-%3%4%5%4%2%

---*-*55455455NET: Satisfied
-%-%-%100%-%100%62%72%71%57%63%68%63%39%

------2-2*2222NET: Dissatisfied
-%-%-%-%-%-%21%-%29%5%20%27%20%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3413-----111118Unweighted total
-*224-----*2714Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------*2Fairly Dissatisfied
-%-%-%-%44%-%-%-%-%-%-%-%7%15%

Neither Satisfied Nor
------------11Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%13%7%

-**2------*2*2Fairly Satisfied
-%58%2%100%-%-%-%-%-%-%100%100%3%16%

-*2-1-------33Very Satisfied
-%42%85%-%28%-%-%-%-%-%-%-%44%23%

Have not Contacted / Not
Applicable (DO NOT READ

----1-------25OUT)
-%-%-%-%28%-%-%-%-%-%-%-%30%38%

Don't Know / (DO NOT
--*---------**READ OUT)
-%-%13%-%-%-%-%-%-%-%-%-%4%2%

-*221-----*235NET: Satisfied
-%100%87%100%28%-%-%-%-%-%100%100%47%39%

----2-------*2NET: Dissatisfied
-%-%-%-%44%-%-%-%-%-%-%-%7%15%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 141  (continuation)                                                                                                                                                  Page 2552

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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-111262-11-243418Unweighted total
-887*-9-*34214Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2--*--*--2Fairly Dissatisfied
-%20%6%25%-%-%6%-%-%16%-%-%15%

Neither Satisfied Nor
--1---1--1--1Dissatisfied
-%-%12%-%-%-%11%-%-%30%-%-%7%

-22---2-**2-2Fairly Satisfied
-%24%30%-%-%-%23%-%100%2%41%-%16%

-312*-3---213Very Satisfied
-%39%16%30%76%-%34%-%-%-%47%81%23%

Have not Contacted / Not
Applicable (DO NOT READ

-133--2--2*-5OUT)
-%13%35%41%-%-%24%-%-%53%12%-%38%

Don't Know / (DO NOT
-*-**-*----**READ OUT)
-%4%-%4%24%-%3%-%-%-%-%19%2%

-542*-5-**415NET: Satisfied
-%63%47%30%76%-%57%-%100%2%88%81%39%

-2*2--*--*--2NET: Dissatisfied
-%20%6%25%-%-%6%-%-%16%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-3105121-1111118Unweighted total
-1839*-88*14Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2-*--2--2Fairly Dissatisfied
-%-%20%-%5%-%-%20%-%-%15%

Neither Satisfied Nor
----1---1-1Dissatisfied
-%-%-%-%10%-%-%-%11%-%7%

-*2*2--22-2Fairly Satisfied
-%15%23%9%22%-%-%24%24%-%16%

--323--33-3Very Satisfied
-%-%39%59%36%-%-%39%38%-%23%

Have not Contacted / Not
Applicable (DO NOT READ

-1112--12-5OUT)
-%85%13%32%24%-%-%13%25%-%38%

Don't Know / (DO NOT
--*-**-****READ OUT)
-%-%4%-%3%100%-%4%3%100%2%

-*525--55-5NET: Satisfied
-%15%63%68%58%-%-%63%61%-%39%

--2-*--2--2NET: Dissatisfied
-%-%20%-%5%-%-%20%-%-%15%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 141  (continuation)                                                                                                                                                  Page 2554

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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-698910-6910-36418Unweighted total
-55867-279-*4414Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-22-***--2-2Fairly Dissatisfied
-%-%32%-%27%23%-%27%7%6%-%-%39%-%15%

Neither Satisfied Nor
---1---111----1Dissatisfied
-%-%-%12%-%-%-%51%13%11%-%-%-%-%7%

-22222-**2-**22Fairly Satisfied
-%35%39%25%33%28%-%10%3%22%-%36%4%50%16%

-2*322-*33-*223Very Satisfied
-%38%3%40%35%30%-%9%46%34%-%48%51%50%23%

Have not Contacted / Not
Applicable (DO NOT READ

-112-1--22----5OUT)
-%21%21%22%-%15%-%-%31%24%-%-%-%-%38%

Don't Know / (DO NOT
-*****-*-*-**-*READ OUT)
-%6%6%1%5%4%-%3%-%3%-%16%6%-%2%

-42544-*35-*245NET: Satisfied
-%73%42%65%68%58%-%19%49%57%-%84%55%100%39%

--2-22-***--2-2NET: Dissatisfied
-%-%32%-%27%23%-%27%7%6%-%-%39%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11--793354918Unweighted total
*2--66**23814Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----2-----2Fairly Dissatisfied
-%-%-%-%-%27%-%-%-%-%-%15%

Neither Satisfied Nor
----1---1111Dissatisfied
-%-%-%-%16%-%-%-%55%32%11%7%

*---2*****22Fairly Satisfied
100%-%-%-%29%3%52%52%14%4%23%16%

----21**-*33Very Satisfied
-%-%-%-%32%20%48%48%-%6%39%23%

Have not Contacted / Not
Applicable (DO NOT READ

-2--13--*225OUT)
-%100%-%-%18%45%-%-%28%57%26%38%

Don't Know / (DO NOT
----**--*--*READ OUT)
-%-%-%-%5%5%-%-%3%-%-%2%

*---41****55NET: Satisfied
100%-%-%-%62%23%100%100%14%10%62%39%

-----2-----2NET: Dissatisfied
-%-%-%-%-%27%-%-%-%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
96-11-71713181618161818Unweighted total
67-8-51412141214111414Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-*2*222*22Fairly Dissatisfied
27%-%-%20%-%9%15%4%15%18%15%4%15%15%

Neither Satisfied Nor
1--1--11111111Dissatisfied

16%-%-%11%-%-%7%8%7%8%7%9%7%7%

*2-2-222222222Fairly Satisfied
8%27%-%27%-%34%16%18%16%19%16%21%16%16%

12-3-*33333333Very Satisfied
21%29%-%39%-%3%23%27%23%27%23%29%23%23%

Have not Contacted / Not
Applicable (DO NOT READ

23---355535455OUT)
27%40%-%-%-%50%38%41%38%27%38%34%38%38%

Don't Know / (DO NOT
**-*-*********READ OUT)
1%4%-%4%-%4%2%2%2%2%2%3%2%2%

24-5-255555555NET: Satisfied
29%56%-%65%-%37%38%45%39%46%39%50%39%39%

2--2-*2*222*22NET: Dissatisfied
27%-%-%20%-%9%15%4%15%18%15%4%15%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
5138371125-1821118Unweighted total
411726*104-142814Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*---2-22*2Fairly Dissatisfied
-%20%24%31%-%-%-%49%-%15%97%6%15%

Neither Satisfied Nor
-1-1--1--1-11Dissatisfied
-%9%-%59%-%-%10%-%-%7%-%11%7%

21*-2**2-2-22Fairly Satisfied
48%6%3%-%36%100%2%47%-%16%-%25%16%

-33*--3*-3-13Very Satisfied
-%30%44%11%-%-%31%4%-%23%-%15%23%

Have not Contacted / Not
Applicable (DO NOT READ

242-4-5--5-45OUT)
44%36%24%-%64%-%54%-%-%38%-%44%38%

Don't Know / (DO NOT
*-*---*--**-*READ OUT)
8%-%4%-%-%-%3%-%-%2%3%-%2%

243*2*32-5-35NET: Satisfied
48%36%47%11%36%100%33%51%-%39%-%39%39%

-22*---2-22*2NET: Dissatisfied
-%20%24%31%-%-%-%49%-%15%97%6%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4--2-314-318Unweighted total
--2--1-2*2-114Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%15%

Neither Satisfied Nor
--1----1-1--1Dissatisfied
-%-%40%-%-%-%-%45%-%44%-%-%7%

--*--*-***-*2Fairly Satisfied
-%-%15%-%-%5%-%3%100%3%-%5%16%

--1--1-1-1-13Very Satisfied
-%-%45%-%-%95%-%52%-%50%-%91%23%

Have not Contacted / Not
Applicable (DO NOT READ

------------5OUT)
-%-%-%-%-%-%-%-%-%-%-%-%38%

Don't Know / (DO NOT
---------*-**READ OUT)
-%-%-%-%-%-%-%-%-%3%-%5%2%

--1--1-1*1-15NET: Satisfied
-%-%60%-%-%100%-%55%100%53%-%95%39%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12212151318Unweighted total
2*22212*214Weighted total

----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%

----2----2Fairly Dissatisfied
-%-%-%-%100%-%-%-%-%15%

Neither Satisfied Nor
------1--1Dissatisfied
-%-%-%-%-%-%39%-%-%7%

-*----*-22Fairly Satisfied
-%38%-%-%-%-%15%-%89%16%

2*----1--3Very Satisfied
100%62%-%-%-%-%44%-%-%23%

Have not Contacted / Not
Applicable (DO NOT READ

--22-1-*-5OUT)
-%-%100%100%-%100%-%100%-%38%

Don't Know / (DO NOT
------*-**READ OUT)
-%-%-%-%-%-%2%-%11%2%

2*----1-25NET: Satisfied
100%100%-%-%-%-%59%-%89%39%

----2----2NET: Dissatisfied
-%-%-%-%100%-%-%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
356418Unweighted total
263314Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-2--2Fairly Dissatisfied
-%36%-%-%15%

Neither Satisfied Nor
--1-1Dissatisfied
-%-%27%-%7%

*-*22Fairly Satisfied
5%-%10%72%16%

2-1-3Very Satisfied
95%-%31%-%23%

Have not Contacted / Not
Applicable (DO NOT READ

-41*5OUT)
-%64%31%19%38%

Don't Know / (DO NOT
--***READ OUT)
-%-%2%9%2%

2-125NET: Satisfied
100%-%41%72%39%

-2--2NET: Dissatisfied
-%36%-%-%15%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-145361141218Unweighted total
-*4521***1314Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*-----**Fairly Dissatisfied
-%-%-%11%-%-%-%-%-%4%3%

Neither Satisfied Nor
--21-----33Dissatisfied
-%-%44%20%-%-%-%-%-%19%18%

--2-2*-**44Fairly Satisfied
-%-%56%-%68%38%-%100%36%27%27%

---****--44Very Satisfied
-%-%-%11%12%23%100%-%-%27%26%

Have not Contacted / Not
Applicable (DO NOT READ

---3*----33OUT)
-%-%-%59%20%-%-%-%-%24%23%

Don't Know / (DO NOT
-*---*--*-*READ OUT)
-%100%-%-%-%39%-%-%64%-%2%

--2*2****78NET: Satisfied
-%-%56%11%80%61%100%100%36%53%54%

---*-----**NET: Dissatisfied
-%-%-%11%-%-%-%-%-%4%3%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 142                                                                                                                                                                  Page 2562

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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-221411131-5-218Unweighted total
-1112***31-4-414Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Fairly Dissatisfied
-%-%50%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
---3---21----3Dissatisfied
-%-%-%21%-%-%-%49%100%-%-%-%-%18%

---4--*---2-24Fairly Satisfied
-%-%-%31%-%-%100%-%-%-%46%-%53%27%

-**3-*----1-24Very Satisfied
-%38%50%24%-%100%-%-%-%-%27%-%47%26%

Have not Contacted / Not
Applicable (DO NOT READ

-*-3---2--1--3OUT)
-%62%-%22%-%-%-%49%-%-%27%-%-%23%

Don't Know / (DO NOT
---**--*-----*READ OUT)
-%-%-%2%100%-%-%2%-%-%-%-%-%2%

-**7-**---3-48NET: Satisfied
-%38%50%55%-%100%100%-%-%-%73%-%100%54%

--*----------*NET: Dissatisfied
-%-%50%-%-%-%-%-%-%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3156125--9--4-18Unweighted total
311595--8--1-14Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**----*----*Fairly Dissatisfied
-%4%10%-%-%-%-%6%-%-%-%-%3%

Neither Satisfied Nor
-3212--1----3Dissatisfied
-%23%35%10%36%-%-%11%-%-%-%-%18%

22*42--2--*-4Fairly Satisfied
66%16%3%40%36%-%-%26%-%-%10%-%27%

1322*--3--*-4Very Satisfied
34%24%47%16%4%-%-%37%-%-%37%-%26%

Have not Contacted / Not
Applicable (DO NOT READ

-3-31--2--*-3OUT)
-%29%-%34%23%-%-%20%-%-%36%-%23%

Don't Know / (DO NOT
-****-----*-*READ OUT)
-%3%5%1%1%-%-%-%-%-%18%-%2%

34252--5--1-8NET: Satisfied
100%41%50%56%40%-%-%63%-%-%46%-%54%

-**----*----*NET: Dissatisfied
-%4%10%-%-%-%-%6%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
94511718Unweighted total
563*1414Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-*--**Fairly Dissatisfied
-%8%-%-%4%3%

Neither Satisfied Nor
12--33Dissatisfied

19%29%-%-%19%18%

*22-44Fairly Satisfied
6%34%47%-%28%27%

3-*-44Very Satisfied
65%-%14%-%27%26%

Have not Contacted / Not
Applicable (DO NOT READ

*21*33OUT)
10%29%30%100%20%23%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%8%-%2%2%

422-88NET: Satisfied
71%34%61%-%56%54%

-*--**NET: Dissatisfied
-%8%-%-%4%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1152216-----29718Unweighted total

833*14-----*8614Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*-*Fairly Dissatisfied
6%-%-%-%3%-%-%-%-%-%-%6%-%3%

Neither Satisfied Nor
-3--3-------33Dissatisfied
-%77%-%-%18%-%-%-%-%-%-%-%42%18%

2-2*4-----*224Fairly Satisfied
28%-%61%100%26%-%-%-%-%-%100%26%27%27%

4---4------4-4Very Satisfied
46%-%-%-%27%-%-%-%-%-%-%47%-%26%

Have not Contacted / Not
Applicable (DO NOT READ

2*1-3------223OUT)
20%14%39%-%23%-%-%-%-%-%-%21%26%23%

Don't Know / (DO NOT
-*--*-------**READ OUT)
-%9%-%-%2%-%-%-%-%-%-%-%5%2%

6-2*7-----*628NET: Satisfied
74%-%61%100%53%-%-%-%-%-%100%73%27%54%

*---*------*-*NET: Dissatisfied
6%-%-%-%3%-%-%-%-%-%-%6%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-19126131191118Unweighted total
---*-*886986814Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------*---*Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%5%-%-%-%3%

Neither Satisfied Nor
------21212223Dissatisfied
-%-%-%-%-%-%21%12%29%10%20%27%20%18%

---*--22222224Fairly Satisfied
-%-%-%100%-%-%27%29%38%25%27%37%27%27%

-----*34233234Very Satisfied
-%-%-%-%-%100%35%49%33%33%36%31%36%26%

Have not Contacted / Not
Applicable (DO NOT READ

------1*-21-13OUT)
-%-%-%-%-%-%13%6%-%24%13%-%13%23%

Don't Know / (DO NOT
------**-*****READ OUT)
-%-%-%-%-%-%4%3%-%3%4%5%4%2%

---*-*56455458NET: Satisfied
-%-%-%100%-%100%62%78%71%57%63%68%63%54%

---------*---*NET: Dissatisfied
-%-%-%-%-%-%-%-%-%5%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3413-----111118Unweighted total
-*224-----*2714Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------**Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%7%3%

Neither Satisfied Nor
----2-------13Dissatisfied
-%-%-%-%44%-%-%-%-%-%-%-%13%18%

-*2-------*-24Fairly Satisfied
-%58%87%-%-%-%-%-%-%-%100%-%30%27%

-*-21------214Very Satisfied
-%42%-%100%28%-%-%-%-%-%-%100%17%26%

Have not Contacted / Not
Applicable (DO NOT READ

----1-------23OUT)
-%-%-%-%28%-%-%-%-%-%-%-%30%23%

Don't Know / (DO NOT
--*---------**READ OUT)
-%-%13%-%-%-%-%-%-%-%-%-%4%2%

-*221-----*238NET: Satisfied
-%100%87%100%28%-%-%-%-%-%100%100%47%54%

------------**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%7%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-111262-11-243418Unweighted total
-887*-9-*34214Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---*--*--*Fairly Dissatisfied
-%-%6%-%-%-%6%-%-%16%-%-%3%

Neither Satisfied Nor
-212--1--1--3Dissatisfied
-%20%12%25%-%-%11%-%-%30%-%-%18%

-222--2-**2-4Fairly Satisfied
-%27%26%30%-%-%25%-%100%2%47%-%27%

-34-*-3---214Very Satisfied
-%36%49%-%76%-%32%-%-%-%41%81%26%

Have not Contacted / Not
Applicable (DO NOT READ

-1*3--2--2*-3OUT)
-%13%6%41%-%-%24%-%-%53%12%-%23%

Don't Know / (DO NOT
-*-**-*----**READ OUT)
-%4%-%4%24%-%3%-%-%-%-%19%2%

-562*-5-**418NET: Satisfied
-%63%75%30%76%-%57%-%100%2%88%81%54%

--*---*--*--*NET: Dissatisfied
-%-%6%-%-%-%6%-%-%16%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-3105121-1111118Unweighted total
-1839*-88*14Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*-----*Fairly Dissatisfied
-%-%-%-%5%-%-%-%-%-%3%

Neither Satisfied Nor
--2-1--21-3Dissatisfied
-%-%20%-%10%-%-%20%11%-%18%

-*222--22-4Fairly Satisfied
-%15%26%68%25%-%-%27%26%-%27%

--3-3--33-4Very Satisfied
-%-%36%-%33%-%-%36%35%-%26%

Have not Contacted / Not
Applicable (DO NOT READ

-1112--12-3OUT)
-%85%13%32%24%-%-%13%25%-%23%

Don't Know / (DO NOT
--*-**-****READ OUT)
-%-%4%-%3%100%-%4%3%100%2%

-*525--55-8NET: Satisfied
-%15%63%68%58%-%-%63%61%-%54%

----*-----*NET: Dissatisfied
-%-%-%-%5%-%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-698910-6910-36418Unweighted total
-55867-279-*4414Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------***----*Fairly Dissatisfied
-%-%-%-%-%-%-%27%7%6%-%-%-%-%3%

Neither Satisfied Nor
--2122-111--2-3Dissatisfied
-%-%32%12%27%23%-%51%13%11%-%-%39%-%18%

-2*222-*22-*224Fairly Satisfied
-%40%6%28%37%31%-%10%31%25%-%36%51%56%27%

-22322-*13-**24Very Satisfied
-%34%36%37%31%26%-%9%18%32%-%48%4%44%26%

Have not Contacted / Not
Applicable (DO NOT READ

-112-1--22----3OUT)
-%21%21%22%-%15%-%-%31%24%-%-%-%-%23%

Don't Know / (DO NOT
-*****-*-*-**-*READ OUT)
-%6%6%1%5%4%-%3%-%3%-%16%6%-%2%

-42544-*35-*248NET: Satisfied
-%73%42%65%68%58%-%19%49%57%-%84%55%100%54%

-------***----*NET: Dissatisfied
-%-%-%-%-%-%-%27%7%6%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
11--793354918Unweighted total
*2--66**23814Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
----12--1113Dissatisfied
-%-%-%-%16%27%-%-%55%32%11%18%

*---2*****24Fairly Satisfied
100%-%-%-%33%3%52%52%14%4%26%27%

----21**-*34Very Satisfied
-%-%-%-%28%20%48%48%-%6%36%26%

Have not Contacted / Not
Applicable (DO NOT READ

-2--13--*223OUT)
-%100%-%-%18%45%-%-%28%57%26%23%

Don't Know / (DO NOT
----**--*--*READ OUT)
-%-%-%-%5%5%-%-%3%-%-%2%

*---41****58NET: Satisfied
100%-%-%-%62%23%100%100%14%10%62%54%

-----------*NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
96-11-71713181618161818Unweighted total
67-8-51412141214111414Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*********Fairly Dissatisfied
-%-%-%-%-%9%3%4%3%4%3%4%3%3%

Neither Satisfied Nor
3--3--31333133Dissatisfied

43%-%-%31%-%-%18%8%18%21%18%9%18%18%

22-2-*44424244Fairly Satisfied
31%31%-%26%-%2%27%31%27%19%27%21%27%27%

22-3-243434444Very Satisfied
26%25%-%39%-%35%27%27%26%27%26%34%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

-3---333333333OUT)
-%40%-%-%-%50%23%27%23%27%23%29%23%23%

Don't Know / (DO NOT
**-*-*********READ OUT)
1%4%-%4%-%4%2%2%2%2%2%3%2%2%

34-5-287858688NET: Satisfied
56%56%-%65%-%37%53%59%54%46%54%55%54%54%

-----*********NET: Dissatisfied
-%-%-%-%-%9%3%4%3%4%3%4%3%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
5138371125-1821118Unweighted total
411726*104-142814Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*-**Fairly Dissatisfied
-%5%-%31%-%-%-%11%-%3%-%6%3%

Neither Satisfied Nor
-321--12-3213Dissatisfied
-%24%24%59%-%-%10%38%-%18%97%11%18%

-42-2*4--4-*4Fairly Satisfied
-%37%32%-%30%100%39%-%-%27%-%1%27%

221*2-22-4-44Very Satisfied
62%14%16%11%43%-%16%51%-%26%-%44%26%

Have not Contacted / Not
Applicable (DO NOT READ

122-2-3--3-33OUT)
30%20%24%-%27%-%33%-%-%23%-%38%23%

Don't Know / (DO NOT
*-*---*--**-*READ OUT)
8%-%4%-%-%-%3%-%-%2%3%-%2%

253*4*52-8-48NET: Satisfied
62%51%47%11%73%100%55%51%-%54%-%45%54%

-*-*---*-*-**NET: Dissatisfied
-%5%-%31%-%-%-%11%-%3%-%6%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4--2-314-318Unweighted total
--2--1-2*2-114Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%

Neither Satisfied Nor
--1----1-1--3Dissatisfied
-%-%40%-%-%-%-%45%-%44%-%-%18%

--*--*-***-*4Fairly Satisfied
-%-%2%-%-%5%-%3%100%3%-%5%27%

--1--1-1-1-14Very Satisfied
-%-%58%-%-%95%-%52%-%50%-%91%26%

Have not Contacted / Not
Applicable (DO NOT READ

------------3OUT)
-%-%-%-%-%-%-%-%-%-%-%-%23%

Don't Know / (DO NOT
---------*-**READ OUT)
-%-%-%-%-%-%-%-%-%3%-%5%2%

--1--1-1*1-18NET: Satisfied
-%-%60%-%-%100%-%55%100%53%-%95%54%

------------*NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
12212151318Unweighted total
2*22212*214Weighted total

----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%

----*----*Fairly Dissatisfied
-%-%-%-%23%-%-%-%-%3%

Neither Satisfied Nor
----2-1--3Dissatisfied
-%-%-%-%77%-%39%-%-%18%

2*-2--*-*4Fairly Satisfied
100%38%-%100%-%-%2%-%6%27%

-*----1*24Very Satisfied
-%62%-%-%-%-%57%100%82%26%

Have not Contacted / Not
Applicable (DO NOT READ

--2--1---3OUT)
-%-%100%-%-%100%-%-%-%23%

Don't Know / (DO NOT
------*-**READ OUT)
-%-%-%-%-%-%2%-%11%2%

2*-2--1*28NET: Satisfied
100%100%-%100%-%-%59%100%89%54%

----*----*NET: Dissatisfied
-%-%-%-%23%-%-%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
356418Unweighted total
263314Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-*--*Fairly Dissatisfied
-%8%-%-%3%

Neither Satisfied Nor
-21-3Dissatisfied
-%28%27%-%18%

22**4Fairly Satisfied
92%28%2%5%27%

*-124Very Satisfied
8%-%39%86%26%

Have not Contacted / Not
Applicable (DO NOT READ

-21-3OUT)
-%36%31%-%23%

Don't Know / (DO NOT
--***READ OUT)
-%-%2%9%2%

22128NET: Satisfied
100%28%41%91%54%

-*--*NET: Dissatisfied
-%8%-%-%3%
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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 who have had a problem with UPS in the last 6 months (QOP3=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---1-----11Unweighted 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%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---2-2-------2OUT)
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11----1----1Unweighted total
-22----2----2Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-22----2----2OUT)
-%100%100%-%-%-%-%100%-%-%-%-%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted 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%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1--1-------11Unweighted total
-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-------22OUT)
-%100%-%-%100%-%-%-%-%-%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-------1-1---1Unweighted 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%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
------------11Unweighted total
------------22Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------22OUT)
-%-%-%-%-%-%-%-%-%-%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
--1---1--1--1Unweighted total
--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--2OUT)
-%-%100%-%-%-%100%-%-%100%-%-%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----1---1-1Unweighted 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%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---------1----1Unweighted total
---------2----2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------2----2OUT)
-%-%-%-%-%-%-%-%-%100%-%-%-%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--------1--1Unweighted total
--------2--2Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------2--2OUT)
-%-%-%-%-%-%-%-%100%-%-%100%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 143  (continuation)                                                                                                                                                  Page 2588

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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
------1-1-1111Unweighted total
------2-2-2222Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------2-2-2222OUT)
-%-%-%-%-%-%100%-%100%-%100%100%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1--1-1--1-11Unweighted 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%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Feb' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1------------1Unweighted total
2------------2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2------------2OUT)
100%-%-%-%-%-%-%-%-%-%-%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q1 2018Total base

11Unweighted total
22Weighted total

--Very Dissatisfied
-%-%

--Fairly Dissatisfied
-%-%

Neither Satisfied Nor
--Dissatisfied
-%-%

--Fairly Satisfied
-%-%

--Very Satisfied
-%-%

Have not Contacted / Not
Applicable (DO NOT READ

22OUT)
100%100%

Don't Know / (DO NOT
--READ OUT)
-%-%

--NET: Satisfied
-%-%

--NET: Dissatisfied
-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---1-----11Unweighted 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%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
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
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---2-2-------2OUT)
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11----1----1Unweighted total
-22----2----2Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-22----2----2OUT)
-%100%100%-%-%-%-%100%-%-%-%-%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
--1-11Unweighted 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%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-1--1-------11Unweighted total
-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-------22OUT)
-%100%-%-%100%-%-%-%-%-%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-------1-1---1Unweighted 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%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
------------11Unweighted total
------------22Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------22OUT)
-%-%-%-%-%-%-%-%-%-%-%-%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
--1---1--1--1Unweighted total
--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--2OUT)
-%-%100%-%-%-%100%-%-%100%-%-%100%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 144  (continuation)                                                                                                                                                  Page 2600

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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
----1---1-1Unweighted 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%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---------1----1Unweighted total
---------2----2Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------2----2OUT)
-%-%-%-%-%-%-%-%-%100%-%-%-%-%100%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--------1--1Unweighted total
--------2--2Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------2--2OUT)
-%-%-%-%-%-%-%-%100%-%-%100%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
------1-1-1111Unweighted total
------2-2-2222Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------2-2-2222OUT)
-%-%-%-%-%-%100%-%100%-%100%100%100%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1--1-1--1-11Unweighted 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%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Feb' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1------------1Unweighted total
2------------2Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

2------------2OUT)
100%-%-%-%-%-%-%-%-%-%-%-%-%100%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q1 2018Total base

11Unweighted total
22Weighted total

--Very Dissatisfied
-%-%

--Fairly Dissatisfied
-%-%

Neither Satisfied Nor
--Dissatisfied
-%-%

--Fairly Satisfied
-%-%

--Very Satisfied
-%-%

Have not Contacted / Not
Applicable (DO NOT READ

22OUT)
100%100%

Don't Know / (DO NOT
--READ OUT)
-%-%

--NET: Satisfied
-%-%

--NET: Dissatisfied
-%-%
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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 who have had a problem with Yodel in the last 6 months (QOP3=6)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
312613-121619Unweighted total
2*462*-**2020Weighted total

---1-----11Very Dissatisfied
-%-%-%19%-%-%-%-%-%5%5%

*---2*--*22Fairly Dissatisfied
5%-%-%-%100%27%-%-%31%11%11%

Neither Satisfied Nor
--23-----77Dissatisfied
-%-%50%51%-%-%-%-%-%36%35%

---2-----22Fairly Satisfied
-%-%-%30%-%-%-%-%-%9%9%

--2------66Very Satisfied
-%-%50%-%-%-%-%-%-%30%30%

Have not Contacted / Not
Applicable (DO NOT READ

2----*-*-22OUT)
95%-%-%-%-%12%-%100%-%9%9%

Don't Know / (DO NOT
-*---*--*-*READ OUT)
-%100%-%-%-%61%-%-%69%-%1%

--22-----88NET: Satisfied
-%-%50%30%-%-%-%-%-%39%38%

*--12*--*33NET: Dissatisfied
5%-%-%19%100%27%-%-%31%16%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
42-1322122-1-319Unweighted total
11-1814124-2-520Weighted total

---1--1------1Very Dissatisfied
-%-%-%6%-%-%100%-%-%-%-%-%-%5%

*--2---*--2--2Fairly Dissatisfied
22%-%-%11%-%-%-%6%-%-%100%-%-%11%

Neither Satisfied Nor
-*-7----4---37Dissatisfied
-%63%-%36%-%-%-%-%100%-%-%-%64%35%

**-11--------2Fairly Satisfied
37%37%-%5%80%-%-%-%-%-%-%-%-%9%

*--5-4------26Very Satisfied
37%-%-%30%-%100%-%-%-%-%-%-%36%30%

Have not Contacted / Not
Applicable (DO NOT READ

*--2---2-----2OUT)
4%-%-%10%-%-%-%94%-%-%-%-%-%9%

Don't Know / (DO NOT
---**--------*READ OUT)
-%-%-%1%20%-%-%-%-%-%-%-%-%1%

1*-614------28NET: Satisfied
74%37%-%35%80%100%-%-%-%-%-%-%36%38%

*--3--1*--2--3NET: Dissatisfied
22%-%-%17%-%-%100%6%-%-%100%-%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11891041-101-3-19Unweighted total
21861451-122-*-20Weighted total

-1-1-1------1Very Dissatisfied
-%6%-%7%-%100%-%-%-%-%-%-%5%

-2*22--*--*-2Fairly Dissatisfied
-%12%7%13%36%-%-%3%-%-%27%-%11%

Neither Satisfied Nor
-7342--5----7Dissatisfied
-%39%62%25%36%-%-%44%-%-%-%-%35%

-21*1--*----2Fairly Satisfied
-%9%26%2%28%-%-%3%-%-%-%-%9%

24-6---6----6Very Satisfied
100%22%-%41%-%-%-%51%-%-%-%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

-2*2----2-*-2OUT)
-%10%1%13%-%-%-%-%100%-%12%-%9%

Don't Know / (DO NOT
-**-------*-*READ OUT)
-%1%4%-%-%-%-%-%-%-%61%-%1%

26161--6----8NET: Satisfied
100%32%26%43%28%-%-%53%-%-%-%-%38%

-3*321-*--*-3NET: Dissatisfied
-%18%7%20%36%100%-%3%-%-%27%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1423-1919Unweighted total
1244-2020Weighted total

1---11Very Dissatisfied
9%-%-%-%5%5%

2---22Fairly Dissatisfied
18%-%-%-%11%11%

Neither Satisfied Nor
322-77Dissatisfied

28%49%46%-%35%35%

2---22Fairly Satisfied
14%-%-%-%9%9%

42--66Very Satisfied
32%51%-%-%30%30%

Have not Contacted / Not
Applicable (DO NOT READ

*-2-22OUT)
*%-%48%-%9%9%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%6%-%1%1%

62--88NET: Satisfied
46%51%-%-%38%38%

3---33NET: Dissatisfied
26%-%-%-%16%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
145-514----149519Unweighted total
146-515----239620Weighted total

1---1------1-1Very Dissatisfied
7%-%-%-%7%-%-%-%-%-%-%12%-%5%

*2--2------*22Fairly Dissatisfied
2%34%-%-%15%-%-%-%-%-%-%3%34%11%

Neither Satisfied Nor
52-25----2*327Dissatisfied

37%30%-%45%31%-%-%-%-%100%15%32%30%35%

2--1*-----1*-2Fairly Satisfied
12%-%-%23%3%-%-%-%-%-%36%5%-%9%

6--24-----24-6Very Satisfied
41%-%-%31%29%-%-%-%-%-%49%47%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

*2--2------*22OUT)
*%32%-%-%13%-%-%-%-%-%-%1%32%9%

Don't Know / (DO NOT
-*--*-------**READ OUT)
-%4%-%-%2%-%-%-%-%-%-%-%4%1%

8--35-----35-8NET: Satisfied
53%-%-%55%32%-%-%-%-%-%85%52%-%38%

12--3------123NET: Dissatisfied
9%34%-%-%22%-%-%-%-%-%-%15%34%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----2121741414111119Unweighted total
-----211184141391120Weighted total

---------1---1Very Dissatisfied
-%-%-%-%-%-%-%-%-%8%-%-%-%5%

------*2*2***2Fairly Dissatisfied
-%-%-%-%-%-%4%12%3%16%3%5%3%11%

Neither Satisfied Nor
------37-33327Dissatisfied
-%-%-%-%-%-%30%35%-%25%25%38%21%35%

-----*12-12112Fairly Satisfied
-%-%-%-%-%15%13%9%-%9%13%14%7%9%

-----246455256Very Satisfied
-%-%-%-%-%85%34%32%96%40%42%19%50%30%

Have not Contacted / Not
Applicable (DO NOT READ

------22**2222OUT)
-%-%-%-%-%-%17%10%1%*%14%22%17%9%

Don't Know / (DO NOT
------**-*****READ OUT)
-%-%-%-%-%-%2%1%-%2%2%3%2%1%

-----258477368NET: Satisfied
-%-%-%-%-%100%47%41%96%49%55%33%57%38%

------*2*3***3NET: Dissatisfied
-%-%-%-%-%-%4%12%3%24%3%5%3%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-5333----1-21119Unweighted total
-3324----2-3920Weighted total

------------11Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%12%5%

---*--------22Fairly Dissatisfied
-%-%-%18%-%-%-%-%-%-%-%-%24%11%

Neither Satisfied Nor
-*1-2-------37Dissatisfied
-%14%33%-%42%-%-%-%-%-%-%-%37%35%

-1--*------1*2Fairly Satisfied
-%36%-%-%12%-%-%-%-%-%-%33%3%9%

-22-2----2-226Very Satisfied
-%48%59%-%46%-%-%-%-%100%-%67%21%30%

Have not Contacted / Not
Applicable (DO NOT READ

-*-2--------*2OUT)
-%1%-%82%-%-%-%-%-%-%-%-%1%9%

Don't Know / (DO NOT
--*---------**READ OUT)
-%-%7%-%-%-%-%-%-%-%-%-%3%1%

-32-2----2-328NET: Satisfied
-%84%59%-%58%-%-%-%-%100%-%100%24%38%

---*--------33NET: Dissatisfied
-%-%-%18%-%-%-%-%-%-%-%-%36%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
410127-1131813119Unweighted total
49146-*14*724*20Weighted total

--1---1-1---1Very Dissatisfied
-%-%7%-%-%-%8%-%14%-%-%-%5%

*-2---2*--2-2Fairly Dissatisfied
10%-%16%-%-%-%16%100%-%-%54%-%11%

Neither Satisfied Nor
2252--3-2-2-7Dissatisfied

43%18%32%42%-%-%25%-%21%-%46%-%35%

-2*1--1-1---2Fairly Satisfied
-%19%3%21%-%-%9%-%17%-%-%-%9%

246---5-42--6Very Satisfied
47%40%41%-%-%-%40%-%48%100%-%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2-*--*---2OUT)
-%21%-%33%-%100%-%-%1%-%-%-%9%

Don't Know / (DO NOT
-*-*--*----**READ OUT)
-%3%-%4%-%-%2%-%-%-%-%100%1%

2561--7-52--8NET: Satisfied
47%59%45%21%-%-%49%-%64%100%-%-%38%

*-3---3*1-2-3NET: Dissatisfied
10%-%23%-%-%-%24%100%14%-%54%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-478122298219Unweighted total
-369121298120Weighted total

----1---1-1Very Dissatisfied
-%-%-%-%9%-%-%-%13%-%5%

---*2---2-2Fairly Dissatisfied
-%-%-%3%18%-%-%-%22%-%11%

Neither Satisfied Nor
-*-23-222-7Dissatisfied
-%16%-%25%27%-%97%18%19%-%35%

-111-1-2-12Fairly Satisfied
-%25%12%9%-%100%-%19%-%100%9%

--445--44-6Very Satisfied
-%-%55%42%44%-%-%40%43%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

-222*-*2*-2OUT)
-%59%29%20%*%-%3%21%1%-%9%

Don't Know / (DO NOT
--*-*--**-*READ OUT)
-%-%4%-%2%-%-%3%3%-%1%

-14551-5418NET: Satisfied
-%25%67%51%44%100%-%59%43%100%38%

---*3---3-3NET: Dissatisfied
-%-%-%3%27%-%-%-%35%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-79788-5512-38719Unweighted total
-57677-4413-16620Weighted total

---1-----1----1Very Dissatisfied
-%-%-%19%-%-%-%-%-%8%-%-%-%-%5%

---2---*-2-***2Fairly Dissatisfied
-%-%-%32%-%-%-%3%-%18%-%12%2%7%11%

Neither Satisfied Nor
--222*-2*3-**37Dissatisfied
-%-%21%27%24%7%-%41%13%27%-%55%9%57%35%

-22111-*1*-*1*2Fairly Satisfied
-%31%24%21%19%11%-%8%34%2%-%33%22%5%9%

-22-24-225--2-6Very Satisfied
-%30%26%-%25%51%-%49%52%43%-%-%29%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

-22*22--*---222OUT)
-%34%26%1%29%27%-%-%1%-%-%-%33%31%9%

Don't Know / (DO NOT
-**-**---*--*-*READ OUT)
-%4%3%-%4%3%-%-%-%2%-%-%4%-%1%

-34134-236-*3*8NET: Satisfied
-%61%50%21%44%62%-%57%85%45%-%33%52%5%38%

---3---*-3-***3NET: Dissatisfied
-%-%-%50%-%-%-%3%-%26%-%12%2%7%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-411582392419Unweighted total
-62246*191320Weighted total

-----------1Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%5%

--2---**2--2Fairly Dissatisfied
-%-%100%-%-%-%27%12%25%-%-%11%

Neither Satisfied Nor
-1-2-*-*3--7Dissatisfied
-%19%-%100%-%8%-%55%39%-%-%35%

-1--12**1112Fairly Satisfied
-%17%-%-%17%28%73%33%14%100%39%9%

-4--22--2-26Very Satisfied
-%64%-%-%37%30%-%-%22%-%60%30%

Have not Contacted / Not
Applicable (DO NOT READ

----22----*2OUT)
-%-%-%-%41%30%-%-%-%-%1%9%

Don't Know / (DO NOT
----**-----*READ OUT)
-%-%-%-%5%4%-%-%-%-%-%1%

-4--24**3138NET: Satisfied
-%81%-%-%54%58%73%33%36%100%99%38%

--2---**2--3NET: Dissatisfied
-%-%100%-%-%-%27%12%25%-%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
58111-81513171713111319Unweighted total
49210-31413171613101320Weighted total

1--1--1--1---1Very Dissatisfied
24%-%-%10%-%-%7%-%-%7%-%-%-%5%

-2---*****---2Fairly Dissatisfied
-%20%-%-%-%3%1%3%2%2%-%-%-%11%

Neither Satisfied Nor
12-3-255753237Dissatisfied

24%26%-%34%-%48%36%39%41%31%25%22%25%35%

*1-2-121222222Fairly Satisfied
11%13%-%17%-%24%12%9%10%11%13%17%13%9%

-422-*44666466Very Satisfied
-%38%100%18%-%15%30%33%34%36%45%40%45%30%

Have not Contacted / Not
Applicable (DO NOT READ

2--2-*22222222OUT)
42%-%-%18%-%1%13%14%11%11%14%19%14%9%

Don't Know / (DO NOT
-*-*-*********READ OUT)
-%3%-%2%-%7%2%2%1%1%2%2%2%1%

*524-165888688NET: Satisfied
11%52%100%35%-%39%42%42%44%47%59%57%59%38%

12-1-*1**1---3NET: Dissatisfied
24%20%-%10%-%3%8%3%2%9%-%-%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
9105212586-1921419Unweighted total

1194214389-2011720Weighted total

1---1-1--1-11Very Dissatisfied
10%-%-%-%8%-%13%-%-%5%-%6%5%

-2--2*-2-2**2Fairly Dissatisfied
-%24%-%-%16%3%-%25%-%11%18%2%11%

Neither Satisfied Nor
43*-7223-7-77Dissatisfied

39%30%12%-%48%54%28%34%-%35%-%40%35%

1*-*11*--2-22Fairly Satisfied
13%3%-%13%10%42%4%-%-%9%-%10%9%

42222-24-6*56Very Satisfied
35%23%39%87%17%-%30%41%-%30%82%31%30%

Have not Contacted / Not
Applicable (DO NOT READ

-22--*2--2-22OUT)
-%20%44%-%-%1%23%-%-%9%-%10%9%

Don't Know / (DO NOT
*-*---*--*--*READ OUT)
2%-%6%-%-%-%3%-%-%1%-%-%1%

52224134-8*78NET: Satisfied
49%26%39%100%28%42%33%41%-%38%82%41%38%

12--3*12-3*13NET: Dissatisfied
10%24%-%-%24%3%13%25%-%16%18%8%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1-121-1132-319Unweighted total
1-*11-1122-120Weighted total

1------111--1Very Dissatisfied
100%-%-%-%-%-%-%100%46%53%-%-%5%

---*----*--*2Fairly Dissatisfied
-%-%-%24%-%-%-%-%13%-%-%23%11%

Neither Satisfied Nor
------------7Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%35%

---11-1-11-12Fairly Satisfied
-%-%-%76%100%-%100%-%41%47%-%73%9%

------------6Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

--*--------*2OUT)
-%-%100%-%-%-%-%-%-%-%-%4%9%

Don't Know / (DO NOT
------------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

---11-1-11-18NET: Satisfied
-%-%-%76%100%-%100%-%41%47%-%73%38%

1--*---111-*3NET: Dissatisfied
100%-%-%24%-%-%-%100%59%53%-%23%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11231211411119Unweighted total
2224221*2*2*20Weighted total

--------1---1Very Dissatisfied
-%-%-%-%-%-%-%-%46%-%-%-%5%

--2-----*---2Fairly Dissatisfied
-%-%100%-%-%-%-%-%13%-%-%-%11%

Neither Satisfied Nor
2----21--*2-7Dissatisfied

100%-%-%-%-%80%100%-%-%100%100%-%35%

-----*-*1---2Fairly Satisfied
-%-%-%-%-%20%-%100%40%-%-%-%9%

---42-------6Very Satisfied
-%-%-%100%100%-%-%-%-%-%-%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

-2------*---2OUT)
-%100%-%-%-%-%-%-%2%-%-%-%9%

Don't Know / (DO NOT
-----------**READ OUT)
-%-%-%-%-%-%-%-%-%-%-%100%1%

---42*-*1---8NET: Satisfied
-%-%-%100%100%20%-%100%40%-%-%-%38%

--2-----1---3NET: Dissatisfied
-%-%100%-%-%-%-%-%58%-%-%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
466319Unweighted total
684220Weighted total

--1-1Very Dissatisfied
-%-%29%-%5%

2-*-2Fairly Dissatisfied
35%-%8%-%11%

Neither Satisfied Nor
22127Dissatisfied

33%23%29%90%35%

-*1-2Fairly Satisfied
-%6%33%-%9%

-6--6Very Satisfied
-%71%-%-%30%

Have not Contacted / Not
Applicable (DO NOT READ

2-*-2OUT)
33%-%1%-%9%

Don't Know / (DO NOT
---**READ OUT)
-%-%-%10%1%

-61-8NET: Satisfied
-%77%33%-%38%

2-1-3NET: Dissatisfied
35%-%37%-%16%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
312613-121619Unweighted total
2*462*-**2020Weighted total

---1-----11Very Dissatisfied
-%-%-%19%-%-%-%-%-%5%5%

----2----22Fairly Dissatisfied
-%-%-%-%100%-%-%-%-%9%9%

Neither Satisfied Nor
*--1-*--*11Dissatisfied
5%-%-%19%-%27%-%-%31%5%6%

--22-----66Fairly Satisfied
-%-%50%30%-%-%-%-%-%30%29%

--22-----88Very Satisfied
-%-%50%32%-%-%-%-%-%41%40%

Have not Contacted / Not
Applicable (DO NOT READ

2----*-*-22OUT)
95%-%-%-%-%12%-%100%-%9%9%

Don't Know / (DO NOT
-*---*--*-*READ OUT)
-%100%-%-%-%61%-%-%69%-%1%

--44-----1414NET: Satisfied
-%-%100%62%-%-%-%-%-%71%69%

---12----33NET: Dissatisfied
-%-%-%19%100%-%-%-%-%15%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
42-1322122-1-319Unweighted total
11-1814124-2-520Weighted total

---1--1------1Very Dissatisfied
-%-%-%6%-%-%100%-%-%-%-%-%-%5%

---2------2--2Fairly Dissatisfied
-%-%-%10%-%-%-%-%-%-%100%-%-%9%

Neither Satisfied Nor
---1---*----11Dissatisfied
-%-%-%7%-%-%-%6%-%-%-%-%23%6%

*1-51---2---26Fairly Satisfied
37%100%-%25%80%-%-%-%49%-%-%-%41%29%

1--7-4--2---28Very Satisfied
59%-%-%40%-%100%-%-%51%-%-%-%36%40%

Have not Contacted / Not
Applicable (DO NOT READ

*--2---2-----2OUT)
4%-%-%10%-%-%-%94%-%-%-%-%-%9%

Don't Know / (DO NOT
---**--------*READ OUT)
-%-%-%1%20%-%-%-%-%-%-%-%-%1%

11-1214--4---414NET: Satisfied
96%100%-%66%80%100%-%-%100%-%-%-%77%69%

---3--1---2--3NET: Dissatisfied
-%-%-%16%-%-%100%-%-%-%100%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11891041-101-3-19Unweighted total
21861451-122-*-20Weighted total

-1-1-1------1Very Dissatisfied
-%6%-%7%-%100%-%-%-%-%-%-%5%

-2-22-------2Fairly Dissatisfied
-%10%-%13%36%-%-%-%-%-%-%-%9%

Neither Satisfied Nor
-11----1--*-1Dissatisfied
-%6%21%-%-%-%-%9%-%-%27%-%6%

-6421--4----6Fairly Satisfied
-%32%68%14%28%-%-%38%-%-%-%-%29%

26*82--6----8Very Satisfied
100%34%5%54%36%-%-%53%-%-%-%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

-2*2----2-*-2OUT)
-%10%1%13%-%-%-%-%100%-%12%-%9%

Don't Know / (DO NOT
-**-------*-*READ OUT)
-%1%4%-%-%-%-%-%-%-%61%-%1%

2124103--11----14NET: Satisfied
100%66%74%68%64%-%-%91%-%-%-%-%69%

-3-321------3NET: Dissatisfied
-%16%-%20%36%100%-%-%-%-%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1423-1919Unweighted total
1244-2020Weighted total

1---11Very Dissatisfied
9%-%-%-%5%5%

2---22Fairly Dissatisfied
15%-%-%-%9%9%

Neither Satisfied Nor
1---11Dissatisfied
9%-%-%-%6%6%

4-2-66Fairly Satisfied
33%-%46%-%29%29%

44--88Very Satisfied
34%100%-%-%40%40%

Have not Contacted / Not
Applicable (DO NOT READ

*-2-22OUT)
*%-%48%-%9%9%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%6%-%1%1%

842-1414NET: Satisfied
67%100%46%-%69%69%

3---33NET: Dissatisfied
23%-%-%-%14%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
145-514----149519Unweighted total
146-515----239620Weighted total

1---1------1-1Very Dissatisfied
7%-%-%-%7%-%-%-%-%-%-%12%-%5%

-2--2-------22Fairly Dissatisfied
-%32%-%-%12%-%-%-%-%-%-%-%32%9%

Neither Satisfied Nor
1*--1------1*1Dissatisfied
7%2%-%-%8%-%-%-%-%-%-%12%2%6%

42-42----22*26Fairly Satisfied
29%30%-%69%15%-%-%-%-%100%51%5%30%29%

8--26-----26-8Very Satisfied
56%-%-%31%43%-%-%-%-%-%49%71%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

*2--2------*22OUT)
*%32%-%-%13%-%-%-%-%-%-%1%32%9%

Don't Know / (DO NOT
-*--*-------**READ OUT)
-%4%-%-%2%-%-%-%-%-%-%-%4%1%

122-59----237214NET: Satisfied
85%30%-%100%58%-%-%-%-%100%100%76%30%69%

12--3------123NET: Dissatisfied
7%32%-%-%20%-%-%-%-%-%-%12%32%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----2121741414111119Unweighted total
-----211184141391120Weighted total

---------1---1Very Dissatisfied
-%-%-%-%-%-%-%-%-%8%-%-%-%5%

-------2-2---2Fairly Dissatisfied
-%-%-%-%-%-%-%10%-%13%-%-%-%9%

Neither Satisfied Nor
------11*111-1Dissatisfied
-%-%-%-%-%-%11%6%3%9%9%14%-%6%

-----*45-24336Fairly Satisfied
-%-%-%-%-%15%33%29%-%13%30%40%28%29%

-----248486268Very Satisfied
-%-%-%-%-%85%37%44%96%55%44%22%53%40%

Have not Contacted / Not
Applicable (DO NOT READ

------22**2222OUT)
-%-%-%-%-%-%17%10%1%*%14%22%17%9%

Don't Know / (DO NOT
------**-*****READ OUT)
-%-%-%-%-%-%2%1%-%2%2%3%2%1%

-----281349105914NET: Satisfied
-%-%-%-%-%100%70%72%96%68%75%62%81%69%

-------2-3---3NET: Dissatisfied
-%-%-%-%-%-%-%10%-%21%-%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-5333----1-21119Unweighted total
-3324----2-3920Weighted total

------------11Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%12%5%

------------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%20%9%

Neither Satisfied Nor
--1*--------11Dissatisfied
-%-%33%5%-%-%-%-%-%-%-%-%13%6%

-2--2------116Fairly Satisfied
-%50%-%-%54%-%-%-%-%-%-%33%9%29%

-22*2----2-248Very Satisfied
-%48%59%13%46%-%-%-%-%100%-%67%44%40%

Have not Contacted / Not
Applicable (DO NOT READ

-*-2--------*2OUT)
-%1%-%82%-%-%-%-%-%-%-%-%1%9%

Don't Know / (DO NOT
--*---------**READ OUT)
-%-%7%-%-%-%-%-%-%-%-%-%3%1%

-32*4----2-3514NET: Satisfied
-%99%59%13%100%-%-%-%-%100%-%100%53%69%

------------33NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%32%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
410127-1131813119Unweighted total
49146-*14*724*20Weighted total

--1---1-1---1Very Dissatisfied
-%-%7%-%-%-%8%-%14%-%-%-%5%

--2---2---2-2Fairly Dissatisfied
-%-%13%-%-%-%13%-%-%-%46%-%9%

Neither Satisfied Nor
*11---1*1---1Dissatisfied
3%12%8%-%-%-%9%100%14%-%-%-%6%

2224--2-2---6Fairly Satisfied
43%25%15%63%-%-%13%-%23%-%-%-%29%

248---8-422-8Very Satisfied
54%40%56%-%-%-%56%-%48%100%54%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

-2-2-*--*---2OUT)
-%21%-%33%-%100%-%-%1%-%-%-%9%

Don't Know / (DO NOT
-*-*--*----**READ OUT)
-%3%-%4%-%-%2%-%-%-%-%100%1%

46104--9-522-14NET: Satisfied
97%64%72%63%-%-%68%-%71%100%54%-%69%

--3---3-1-2-3NET: Dissatisfied
-%-%20%-%-%-%21%-%14%-%46%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-478122298219Unweighted total
-369121298120Weighted total

----1---1-1Very Dissatisfied
-%-%-%-%9%-%-%-%13%-%5%

----2---2-2Fairly Dissatisfied
-%-%-%-%15%-%-%-%22%-%9%

Neither Satisfied Nor
----1--11-1Dissatisfied
-%-%-%-%9%-%-%12%13%-%6%

-113*122*16Fairly Satisfied
-%41%12%34%4%100%97%25%6%100%29%

--448--44-8Very Satisfied
-%-%55%46%61%-%-%40%43%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

-222*-*2*-2OUT)
-%59%29%20%*%-%3%21%1%-%9%

Don't Know / (DO NOT
--*-*--**-*READ OUT)
-%-%4%-%2%-%-%3%3%-%1%

-14781264114NET: Satisfied
-%41%67%80%65%100%97%65%49%100%69%

----3---3-3NET: Dissatisfied
-%-%-%-%23%-%-%-%35%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-79788-5512-38719Unweighted total
-57677-4413-16620Weighted total

---1-----1----1Very Dissatisfied
-%-%-%19%-%-%-%-%-%8%-%-%-%-%5%

---2-----2----2Fairly Dissatisfied
-%-%-%32%-%-%-%-%-%14%-%-%-%-%9%

Neither Satisfied Nor
--111--1-1-**11Dissatisfied
-%-%15%19%16%-%-%30%-%9%-%12%2%20%6%

-22221-121-1236Fairly Satisfied
-%31%30%30%26%18%-%20%47%6%-%88%31%43%29%

-22-24-228--2*8Very Satisfied
-%30%26%-%25%51%-%49%52%60%-%-%29%5%40%

Have not Contacted / Not
Applicable (DO NOT READ

-22*22--*---222OUT)
-%34%26%1%29%27%-%-%1%-%-%-%33%31%9%

Don't Know / (DO NOT
-**-**---*--*-*READ OUT)
-%4%3%-%4%3%-%-%-%2%-%-%4%-%1%

-34235-348-13314NET: Satisfied
-%61%56%30%51%70%-%70%99%66%-%88%60%48%69%

---3-----3----3NET: Dissatisfied
-%-%-%50%-%-%-%-%-%23%-%-%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-411582392419Unweighted total
-62246*191320Weighted total

-----------1Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%5%

--2-----2--2Fairly Dissatisfied
-%-%100%-%-%-%-%-%21%-%-%9%

Neither Satisfied Nor
-1----**1--1Dissatisfied
-%19%-%-%-%-%27%12%13%-%-%6%

-1-212*12116Fairly Satisfied
-%17%-%100%17%36%73%88%20%100%39%29%

-4--22--4-28Very Satisfied
-%64%-%-%37%30%-%-%46%-%60%40%

Have not Contacted / Not
Applicable (DO NOT READ

----22----*2OUT)
-%-%-%-%41%30%-%-%-%-%1%9%

Don't Know / (DO NOT
----**-----*READ OUT)
-%-%-%-%5%4%-%-%-%-%-%1%

-4-224*161314NET: Satisfied
-%81%-%100%54%66%73%88%66%100%99%69%

--2-----2--3NET: Dissatisfied
-%-%100%-%-%-%-%-%21%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
58111-81513171713111319Unweighted total
49210-31413171613101320Weighted total

1--1--1--1---1Very Dissatisfied
24%-%-%10%-%-%7%-%-%7%-%-%-%5%

-2-----------2Fairly Dissatisfied
-%20%-%-%-%-%-%-%-%-%-%-%-%9%

Neither Satisfied Nor
1--1-111111-11Dissatisfied

24%-%-%10%-%36%8%9%7%7%8%-%8%6%

*4-4-143644446Fairly Satisfied
11%39%-%40%-%40%27%26%34%24%30%39%30%29%

-422-*66886468Very Satisfied
-%38%100%18%-%15%42%49%47%49%45%40%45%40%

Have not Contacted / Not
Applicable (DO NOT READ

2--2-*22222222OUT)
42%-%-%18%-%1%13%14%11%11%14%19%14%9%

Don't Know / (DO NOT
-*-*-*********READ OUT)
-%3%-%2%-%7%2%2%1%1%2%2%2%1%

*726-2101014121081014NET: Satisfied
11%78%100%59%-%55%70%75%81%73%76%79%76%69%

12-1--1--1---3NET: Dissatisfied
24%20%-%10%-%-%7%-%-%7%-%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
9105212586-1921419Unweighted total

1194214389-2011720Weighted total

1---1-1--1-11Very Dissatisfied
10%-%-%-%8%-%13%-%-%5%-%6%5%

-2--2--2-2--2Fairly Dissatisfied
-%20%-%-%13%-%-%21%-%9%-%-%9%

Neither Satisfied Nor
-1--1*-1-1*11Dissatisfied
-%13%-%-%9%3%-%12%-%6%18%6%6%

42**5132-6-66Fairly Satisfied
35%22%12%13%37%42%31%22%-%29%-%34%29%

62224224-8*88Very Satisfied
52%26%39%87%33%54%30%44%-%40%82%44%40%

Have not Contacted / Not
Applicable (DO NOT READ

-22--*2--2-22OUT)
-%20%44%-%-%1%23%-%-%9%-%10%9%

Don't Know / (DO NOT
*-*---*--*--*READ OUT)
2%-%6%-%-%-%3%-%-%1%-%-%1%

942210356-14*1314NET: Satisfied
88%48%50%100%70%96%61%66%-%69%82%77%69%

12--3-12-3-13NET: Dissatisfied
10%20%-%-%21%-%13%21%-%14%-%6%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1-121-1132-319Unweighted total
1-*11-1122-120Weighted total

1------111--1Very Dissatisfied
100%-%-%-%-%-%-%100%46%53%-%-%5%

------------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%9%

Neither Satisfied Nor
------------1Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%6%

---11-1-11-16Fairly Satisfied
-%-%-%76%100%-%100%-%41%47%-%73%29%

---*----*--*8Very Satisfied
-%-%-%24%-%-%-%-%13%-%-%23%40%

Have not Contacted / Not
Applicable (DO NOT READ

--*--------*2OUT)
-%-%100%-%-%-%-%-%-%-%-%4%9%

Don't Know / (DO NOT
------------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

---11-1-11-114NET: Satisfied
-%-%-%100%100%-%100%-%54%47%-%96%69%

1------111--3NET: Dissatisfied
100%-%-%-%-%-%-%100%46%53%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11231211411119Unweighted total
2224221*2*2*20Weighted total

--------1---1Very Dissatisfied
-%-%-%-%-%-%-%-%46%-%-%-%5%

--2---------2Fairly Dissatisfied
-%-%94%-%-%-%-%-%-%-%-%-%9%

Neither Satisfied Nor
--*---1-----1Dissatisfied
-%-%6%-%-%-%100%-%-%-%-%-%6%

-----2-*1*2-6Fairly Satisfied
-%-%-%-%-%100%-%100%40%100%100%-%29%

2--42---*---8Very Satisfied
100%-%-%100%100%-%-%-%13%-%-%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

-2------*---2OUT)
-%100%-%-%-%-%-%-%2%-%-%-%9%

Don't Know / (DO NOT
-----------**READ OUT)
-%-%-%-%-%-%-%-%-%-%-%100%1%

2--422-*1*2-14NET: Satisfied
100%-%-%100%100%100%-%100%53%100%100%-%69%

--2-----1---3NET: Dissatisfied
-%-%94%-%-%-%-%-%46%-%-%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
466319Unweighted total
684220Weighted total

--1-1Very Dissatisfied
-%-%29%-%5%

2---2Fairly Dissatisfied
33%-%-%-%9%

Neither Satisfied Nor
*-1-1Dissatisfied
2%-%29%-%6%

-2126Fairly Satisfied
-%29%33%90%29%

26*-8Very Satisfied
33%71%8%-%40%

Have not Contacted / Not
Applicable (DO NOT READ

2-*-2OUT)
33%-%1%-%9%

Don't Know / (DO NOT
---**READ OUT)
-%-%-%10%1%

282214NET: Satisfied
33%100%41%90%69%

2-1-3NET: Dissatisfied
33%-%29%-%14%
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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 who have had a problem with Parcelforce in the last 6 months (QOP3=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---53----1212Unweighted total
---64----1717Weighted total

---14----77Very Dissatisfied
-%-%-%18%93%-%-%-%-%38%38%

---2*----66Fairly Dissatisfied
-%-%-%31%7%-%-%-%-%34%34%

Neither Satisfied Nor
---2-----22Dissatisfied
-%-%-%29%-%-%-%-%-%10%10%

---*-----**Fairly Satisfied
-%-%-%5%-%-%-%-%-%2%2%

---------22Very Satisfied
-%-%-%-%-%-%-%-%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

---1-----11OUT)
-%-%-%18%-%-%-%-%-%6%6%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

---*-----22NET: Satisfied
-%-%-%5%-%-%-%-%-%11%11%

---34----1212NET: Dissatisfied
-%-%-%49%100%-%-%-%-%73%73%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-10-3111-1-312Unweighted total
**-17-6222-1-417Weighted total

---7-222----17Very Dissatisfied
-%-%-%40%-%33%100%100%-%-%-%-%24%38%

*--6-4--2----6Fairly Dissatisfied
100%-%-%33%-%67%-%-%100%-%-%-%-%34%

Neither Satisfied Nor
---2--------22Dissatisfied
-%-%-%10%-%-%-%-%-%-%-%-%39%10%

-*-----------*Fairly Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%2%

---2--------22Very Satisfied
-%-%-%10%-%-%-%-%-%-%-%-%37%10%

Have not Contacted / Not
Applicable (DO NOT READ

---1------1--1OUT)
-%-%-%6%-%-%-%-%-%-%100%-%-%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2--------22NET: Satisfied
-%100%-%10%-%-%-%-%-%-%-%-%37%11%

*--12-6222---112NET: Dissatisfied
100%-%-%73%-%100%100%100%100%-%-%-%24%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-12483--9----12Unweighted total
-175123--14----17Weighted total

-7162--5----7Very Dissatisfied
-%38%21%46%57%-%-%34%-%-%-%-%38%

-642---6----6Fairly Dissatisfied
-%34%79%14%-%-%-%42%-%-%-%-%34%

Neither Satisfied Nor
-2-2---2----2Dissatisfied
-%10%-%14%-%-%-%12%-%-%-%-%10%

-*-**-------*Fairly Satisfied
-%2%-%2%9%-%-%-%-%-%-%-%2%

-2-2---2----2Very Satisfied
-%10%-%14%-%-%-%12%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-1-11-------1OUT)
-%6%-%9%34%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2*--2----2NET: Satisfied
-%11%-%16%9%-%-%12%-%-%-%-%11%

-12572--11----12NET: Dissatisfied
-%73%100%61%57%-%-%76%-%-%-%-%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
6-6-1212Unweighted total
9-9-1717Weighted total

3-4-77Very Dissatisfied
34%-%43%-%38%38%

2-4-66Fairly Dissatisfied
26%-%42%-%34%34%

Neither Satisfied Nor
2---22Dissatisfied

20%-%-%-%10%10%

--*-**Fairly Satisfied
-%-%3%-%2%2%

2---22Very Satisfied
19%-%-%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

--1-11OUT)
-%-%12%-%6%6%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

2-*-22NET: Satisfied
19%-%3%-%11%11%

5-7-1212NET: Dissatisfied
61%-%84%-%73%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
45339----121812Unweighted total
683512----2311117Weighted total

32225----2-147Very Dissatisfied
47%24%58%36%40%-%-%-%-%100%-%100%34%38%

-6--6-------66Fairly Dissatisfied
-%76%-%-%49%-%-%-%-%-%-%-%54%34%

Neither Satisfied Nor
2--2------2--2Dissatisfied

27%-%-%33%-%-%-%-%-%-%51%-%-%10%

--*-*-------**Fairly Satisfied
-%-%9%-%2%-%-%-%-%-%-%-%3%2%

2--2------2--2Very Satisfied
26%-%-%32%-%-%-%-%-%-%49%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1-------11OUT)
-%-%33%-%9%-%-%-%-%-%-%-%10%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*2*-----2-*2NET: Satisfied
26%-%9%32%2%-%-%-%-%-%49%-%3%11%

382211----2-1912NET: Dissatisfied
47%100%58%36%89%-%-%-%-%100%-%100%88%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----1792887612Unweighted total
-----210152121110817Weighted total

------57-75547Very Dissatisfied
-%-%-%-%-%-%50%43%-%55%42%47%44%38%

------26222226Fairly Dissatisfied
-%-%-%-%-%-%18%36%87%15%15%17%21%34%

Neither Satisfied Nor
------22-222-2Dissatisfied
-%-%-%-%-%-%18%11%-%14%15%17%-%10%

------*-******Fairly Satisfied
-%-%-%-%-%-%3%-%13%2%3%3%4%2%

-----2-2-22222Very Satisfied
-%-%-%-%-%100%-%11%-%14%15%16%20%10%

Have not Contacted / Not
Applicable (DO NOT READ

------1---1-11OUT)
-%-%-%-%-%-%11%-%-%-%10%-%13%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----2*2*22222NET: Satisfied
-%-%-%-%-%100%3%11%13%16%17%19%23%11%

------6122866512NET: Dissatisfied
-%-%-%-%-%-%68%78%87%70%58%64%64%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-31-4----2--612Unweighted total
-51-5----3--917Weighted total

-21-2----2--57Very Dissatisfied
-%36%100%-%37%-%-%-%-%53%-%-%55%38%

----2-------26Fairly Dissatisfied
-%-%-%-%35%-%-%-%-%-%-%-%22%34%

Neither Satisfied Nor
-2----------22Dissatisfied
-%33%-%-%-%-%-%-%-%-%-%-%20%10%

----*-------**Fairly Satisfied
-%-%-%-%6%-%-%-%-%-%-%-%3%2%

-2-------2---2Very Satisfied
-%32%-%-%-%-%-%-%-%47%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

----1--------1OUT)
-%-%-%-%22%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--*----2--*2NET: Satisfied
-%32%-%-%6%-%-%-%-%47%-%-%3%11%

-21-4----2--712NET: Dissatisfied
-%36%100%-%72%-%-%-%-%53%-%-%77%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
17841-7-42-212Unweighted total
29143*-12-64-217Weighted total

-57---7-32-27Very Dissatisfied
-%50%48%-%-%-%56%-%47%49%-%86%38%

2-6*--2--2--6Fairly Dissatisfied
100%-%40%9%-%-%16%-%-%51%-%-%34%

Neither Satisfied Nor
-2-2--2-2---2Dissatisfied
-%18%-%51%-%-%14%-%27%-%-%-%10%

-*-**------**Fairly Satisfied
-%3%-%9%100%-%-%-%-%-%-%14%2%

-22---2-2---2Very Satisfied
-%17%12%-%-%-%14%-%26%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1--------1OUT)
-%11%-%32%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22**-2-2--*2NET: Satisfied
-%20%12%9%100%-%14%-%26%-%-%14%11%

2512*--8-34-212NET: Dissatisfied
100%50%88%9%-%-%72%-%47%100%-%86%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-15271176112Unweighted total
-173102299217Weighted total

--4-7--55-7Very Dissatisfied
-%-%55%-%63%-%-%50%56%-%38%

---22-2-2-6Fairly Dissatisfied
-%-%-%62%18%-%100%-%22%-%34%

Neither Satisfied Nor
-----2-2-22Dissatisfied
-%-%-%-%-%100%-%18%-%100%10%

--*-*--**-*Fairly Satisfied
-%-%4%-%3%-%-%3%3%-%2%

--2-2--22-2Very Satisfied
-%-%25%-%16%-%-%17%19%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-111---1--1OUT)
-%100%16%38%-%-%-%11%-%-%6%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2NET: Satisfied
-%-%29%-%19%-%-%20%23%-%11%

--428-257-12NET: Dissatisfied
-%-%55%62%81%-%100%50%77%-%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-45365-136--4312Unweighted total
-56387-148--6517Weighted total

-25154-143--417Very Dissatisfied
-%38%78%35%57%55%-%100%93%34%-%-%65%24%38%

---------2---26Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%22%-%-%-%38%34%

Neither Satisfied Nor
---22----2---22Dissatisfied
-%-%-%56%20%-%-%-%-%20%-%-%-%38%10%

-*****--**--*-*Fairly Satisfied
-%6%5%10%4%4%-%-%7%4%-%-%5%-%2%

-2--22---2--2-2Very Satisfied
-%34%-%-%20%25%-%-%-%20%-%-%29%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-11--1--------1OUT)
-%22%17%-%-%16%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2**22--*2--2-2NET: Satisfied
-%40%5%10%23%29%-%-%7%23%-%-%35%-%11%

-25154-145--4312NET: Dissatisfied
-%38%78%35%57%55%-%100%93%57%-%-%65%62%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-144--42312Unweighted total
-3-255--52417Weighted total

-1--24--1247Very Dissatisfied
-%39%-%-%38%73%-%-%22%86%93%38%

--------2--6Fairly Dissatisfied
-%-%-%-%-%-%-%-%38%-%-%34%

Neither Satisfied Nor
---2----2--2Dissatisfied
-%-%-%100%-%-%-%-%35%-%-%10%

----**--****Fairly Satisfied
-%-%-%-%6%6%-%-%6%14%7%2%

-2--2------2Very Satisfied
-%61%-%-%34%-%-%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

----11-----1OUT)
-%-%-%-%22%21%-%-%-%-%-%6%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-2--2*--***2NET: Satisfied
-%61%-%-%40%6%-%-%6%14%7%11%

-1--24--32412NET: Dissatisfied
-%39%-%-%38%73%-%-%59%86%93%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4415-4111012111091012Unweighted total
3625-41514171515141517Weighted total

14-3-377775457Very Dissatisfied
32%58%-%56%-%68%43%48%38%43%32%26%32%38%

*--*-*64646666Fairly Dissatisfied
9%-%-%6%-%7%38%29%34%26%37%40%37%34%

Neither Satisfied Nor
2--2--22222222Dissatisfied

51%-%-%33%-%-%11%13%10%11%11%12%11%10%

*--*--********Fairly Satisfied
9%-%-%6%-%-%2%2%2%2%2%2%2%2%

-22-----222222Very Satisfied
-%26%100%-%-%-%-%-%10%11%11%12%11%10%

Have not Contacted / Not
Applicable (DO NOT READ

-1---111111111OUT)
-%17%-%-%-%25%7%8%6%7%7%8%7%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*--**222222NET: Satisfied
9%26%100%6%-%-%2%2%11%13%13%14%13%11%

14-3-3121112111091012NET: Dissatisfied
40%58%-%62%-%75%80%78%73%69%69%66%69%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
57426183-121812Unweighted total
7105482115-17*1317Weighted total

25223-43-7-57Very Dissatisfied
27%46%34%49%37%-%35%64%-%38%-%37%38%

24-2424--6-46Fairly Dissatisfied
28%38%-%51%50%100%36%-%-%34%-%28%34%

Neither Satisfied Nor
2-2---2--2-22Dissatisfied

25%-%31%-%-%-%16%-%-%10%-%13%10%

*-*---*--**-*Fairly Satisfied
4%-%5%-%-%-%3%-%-%2%100%-%2%

-22----2-2-22Very Satisfied
-%16%30%-%-%-%-%36%-%10%-%13%10%

Have not Contacted / Not
Applicable (DO NOT READ

1---1-1--1-11OUT)
15%-%-%-%14%-%10%-%-%6%-%8%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22---*2-2*22NET: Satisfied
4%16%35%-%-%-%3%36%-%11%100%13%11%

49247283-12-812NET: Dissatisfied
55%84%34%100%86%100%71%64%-%73%-%65%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------12Unweighted total
------------17Weighted total

------------7Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%38%

------------6Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%34%

Neither Satisfied Nor
------------2Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%10%

------------*Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%2%

------------2Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%11%

------------12NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Nov' 2018Sep' 2018Jun' 2018May' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2145111133212Unweighted total
4239222125417Weighted total

2-14-2-1--47Very Dissatisfied
48%-%39%41%-%100%-%100%-%-%100%38%

2-*42---*4-6Fairly Dissatisfied
52%-%11%40%100%-%-%-%18%68%-%34%

Neither Satisfied Nor
---2-----2-2Dissatisfied
-%-%-%19%-%-%-%-%-%32%-%10%

--*-----*--*Fairly Satisfied
-%-%11%-%-%-%-%-%18%-%-%2%

-2----2----2Very Satisfied
-%100%-%-%-%-%100%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

--1-----1--1OUT)
-%-%39%-%-%-%-%-%64%-%-%6%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-2*---2-*--2NET: Satisfied
-%100%11%-%-%-%100%-%18%-%-%11%

4-1722-1*4412NET: Dissatisfied
100%-%50%81%100%100%-%100%18%68%100%73%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---53----1212Unweighted total
---64----1717Weighted total

----2----22Very Dissatisfied
-%-%-%-%46%-%-%-%-%11%11%

---1-----33Fairly Dissatisfied
-%-%-%18%-%-%-%-%-%17%17%

Neither Satisfied Nor
---2-----66Dissatisfied
-%-%-%31%-%-%-%-%-%32%32%

---22----44Fairly Satisfied
-%-%-%29%54%-%-%-%-%23%23%

---*-----22Very Satisfied
-%-%-%5%-%-%-%-%-%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

---1-----11OUT)
-%-%-%18%-%-%-%-%-%6%6%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

---22----66NET: Satisfied
-%-%-%33%54%-%-%-%-%34%34%

---12----55NET: Dissatisfied
-%-%-%18%46%-%-%-%-%28%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-10-3111-1-312Unweighted total
**-17-6222-1-417Weighted total

---2--2------2Very Dissatisfied
-%-%-%11%-%-%100%-%-%-%-%-%-%11%

---3-2------13Fairly Dissatisfied
-%-%-%18%-%33%-%-%-%-%-%-%24%17%

Neither Satisfied Nor
---6-4--2----6Dissatisfied
-%-%-%33%-%67%-%-%100%-%-%-%-%32%

*--4---2----24Fairly Satisfied
100%-%-%22%-%-%-%100%-%-%-%-%39%23%

-*-2--------22Very Satisfied
-%100%-%10%-%-%-%-%-%-%-%-%37%11%

Have not Contacted / Not
Applicable (DO NOT READ

---1------1--1OUT)
-%-%-%6%-%-%-%-%-%-%100%-%-%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-5---2----36NET: Satisfied
100%100%-%31%-%-%-%100%-%-%-%-%76%34%

---5-22-----15NET: Dissatisfied
-%-%-%29%-%33%100%-%-%-%-%-%24%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-12483--9----12Unweighted total
-175123--14----17Weighted total

-2-22-------2Very Dissatisfied
-%11%-%15%57%-%-%-%-%-%-%-%11%

-312---3----3Fairly Dissatisfied
-%17%21%16%-%-%-%21%-%-%-%-%17%

Neither Satisfied Nor
-642---6----6Dissatisfied
-%32%74%14%-%-%-%40%-%-%-%-%32%

-4*4---4----4Fairly Satisfied
-%23%6%30%-%-%-%28%-%-%-%-%23%

-2-2*--2----2Very Satisfied
-%11%-%16%9%-%-%12%-%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-1-11-------1OUT)
-%6%-%9%34%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-6*5*--5----6NET: Satisfied
-%34%6%46%9%-%-%39%-%-%-%-%34%

-5142--3----5NET: Dissatisfied
-%28%21%31%57%-%-%21%-%-%-%-%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
6-6-1212Unweighted total
9-9-1717Weighted total

--2-22Very Dissatisfied
-%-%21%-%11%11%

3---33Fairly Dissatisfied
34%-%-%-%17%17%

Neither Satisfied Nor
2-4-66Dissatisfied

23%-%42%-%32%32%

2-2-44Fairly Satisfied
24%-%22%-%23%23%

2-*-22Very Satisfied
19%-%3%-%11%11%

Have not Contacted / Not
Applicable (DO NOT READ

--1-11OUT)
-%-%12%-%6%6%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

4-2-66NET: Satisfied
43%-%25%-%34%34%

3-2-55NET: Dissatisfied
34%-%21%-%28%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
45339----121812Unweighted total
683512----2311117Weighted total

-2--2-------22Very Dissatisfied
-%24%-%-%15%-%-%-%-%-%-%-%17%11%

3--21----2-1-3Fairly Dissatisfied
47%-%-%36%9%-%-%-%-%100%-%100%-%17%

Neither Satisfied Nor
-6--6-------66Dissatisfied
-%72%-%-%46%-%-%-%-%-%-%-%51%32%

2*222-----2-24Fairly Satisfied
27%4%58%33%18%-%-%-%-%-%51%-%20%23%

2-*2*-----2-*2Very Satisfied
26%-%9%32%2%-%-%-%-%-%49%-%3%11%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1-------11OUT)
-%-%33%-%9%-%-%-%-%-%-%-%10%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3*232-----3-26NET: Satisfied
53%4%67%64%21%-%-%-%-%-%100%-%23%34%

32-23----2-125NET: Dissatisfied
47%24%-%36%24%-%-%-%-%100%-%100%17%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----1792887612Unweighted total
-----210152121110817Weighted total

------22-22222Very Dissatisfied
-%-%-%-%-%-%19%12%-%15%16%18%22%11%

------33-33323Fairly Dissatisfied
-%-%-%-%-%-%31%19%-%24%26%29%22%17%

Neither Satisfied Nor
------26222226Dissatisfied
-%-%-%-%-%-%18%36%87%15%15%17%21%32%

------24-422-4Fairly Satisfied
-%-%-%-%-%-%18%23%-%29%15%17%-%23%

-----2*2*22222Very Satisfied
-%-%-%-%-%100%3%11%13%16%17%19%23%11%

Have not Contacted / Not
Applicable (DO NOT READ

------1---1-11OUT)
-%-%-%-%-%-%11%-%-%-%10%-%13%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----225*54426NET: Satisfied
-%-%-%-%-%100%21%34%13%45%33%36%23%34%

------55-55545NET: Dissatisfied
-%-%-%-%-%-%50%31%-%39%42%47%44%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-31-4----2--612Unweighted total
-51-5----3--917Weighted total

----2-------22Very Dissatisfied
-%-%-%-%37%-%-%-%-%-%-%-%21%11%

-21------2--13Fairly Dissatisfied
-%36%100%-%-%-%-%-%-%53%-%-%12%17%

Neither Satisfied Nor
----2-------26Dissatisfied
-%-%-%-%35%-%-%-%-%-%-%-%22%32%

-2----------44Fairly Satisfied
-%33%-%-%-%-%-%-%-%-%-%-%41%23%

-2--*----2--*2Very Satisfied
-%32%-%-%6%-%-%-%-%47%-%-%3%11%

Have not Contacted / Not
Applicable (DO NOT READ

----1--------1OUT)
-%-%-%-%22%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3--*----2--46NET: Satisfied
-%64%-%-%6%-%-%-%-%47%-%-%45%34%

-21-2----2--35NET: Dissatisfied
-%36%100%-%37%-%-%-%-%53%-%-%34%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
17841-7-42-212Unweighted total
29143*-12-64-217Weighted total

-22---2--2--2Very Dissatisfied
-%19%13%-%-%-%15%-%-%49%-%-%11%

-33---3-3---3Fairly Dissatisfied
-%31%21%-%-%-%25%-%47%-%-%-%17%

Neither Satisfied Nor
2-6---2--2--6Dissatisfied

100%-%40%-%-%-%16%-%-%51%-%-%32%

-222--4-2--24Fairly Satisfied
-%18%13%60%-%-%30%-%27%-%-%86%23%

-22**-2-2--*2Very Satisfied
-%20%12%9%100%-%14%-%26%-%-%14%11%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1--------1OUT)
-%11%-%32%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-432*-5-3--26NET: Satisfied
-%39%25%68%100%-%44%-%53%-%-%100%34%

-55---5-32--5NET: Dissatisfied
-%50%34%-%-%-%40%-%47%49%-%-%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-15271176112Unweighted total
-173102299217Weighted total

--2-2--22-2Very Dissatisfied
-%-%27%-%17%-%-%19%21%-%11%

--2-3--33-3Fairly Dissatisfied
-%-%28%-%28%-%-%31%34%-%17%

Neither Satisfied Nor
---22-2-2-6Dissatisfied
-%-%-%62%18%-%100%-%22%-%32%

----22-2-24Fairly Satisfied
-%-%-%-%18%100%-%18%-%100%23%

--2-2--22-2Very Satisfied
-%-%29%-%19%-%-%20%23%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-111---1--1OUT)
-%100%16%38%-%-%-%11%-%-%6%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--2-42-4226NET: Satisfied
-%-%29%-%37%100%-%39%23%100%34%

--4-5--55-5NET: Dissatisfied
-%-%55%-%46%-%-%50%56%-%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-45365-136--4312Unweighted total
-56387-148--6517Weighted total

--2-22---2--2-2Very Dissatisfied
-%-%30%-%22%27%-%-%-%22%-%-%32%-%11%

-23132-121--213Fairly Dissatisfied
-%38%48%35%35%28%-%100%46%13%-%-%33%24%17%

Neither Satisfied Nor
---------2---26Dissatisfied
-%-%-%-%-%-%-%-%-%22%-%-%-%38%32%

---22---22---24Fairly Satisfied
-%-%-%56%20%-%-%-%46%20%-%-%-%38%23%

-2**22--*2--2-2Very Satisfied
-%40%5%10%23%29%-%-%7%23%-%-%35%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

-11--1--------1OUT)
-%22%17%-%-%16%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*242--24--226NET: Satisfied
-%40%5%65%43%29%-%-%54%43%-%-%35%38%34%

-25154-123--415NET: Dissatisfied
-%38%78%35%57%55%-%100%46%34%-%-%65%24%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-2-144--42312Unweighted total
-3-255--52417Weighted total

-----2-----2Very Dissatisfied
-%-%-%-%-%36%-%-%-%-%-%11%

-1--22--1223Fairly Dissatisfied
-%39%-%-%38%37%-%-%22%86%46%17%

Neither Satisfied Nor
--------2--6Dissatisfied
-%-%-%-%-%-%-%-%38%-%-%32%

---2----2-24Fairly Satisfied
-%-%-%100%-%-%-%-%35%-%46%23%

-2--2*--***2Very Satisfied
-%61%-%-%40%6%-%-%6%14%7%11%

Have not Contacted / Not
Applicable (DO NOT READ

----11-----1OUT)
-%-%-%-%22%21%-%-%-%-%-%6%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-2-22*--2*26NET: Satisfied
-%61%-%100%40%6%-%-%41%14%54%34%

-1--24--1225NET: Dissatisfied
-%39%-%-%38%73%-%-%22%86%46%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4415-4111012111091012Unweighted total
3625-41514171515141517Weighted total

-2----22222222Very Dissatisfied
-%28%-%-%-%-%12%13%11%12%12%13%12%11%

12-3-333333233Fairly Dissatisfied
32%29%-%56%-%68%19%21%17%19%20%13%20%17%

Neither Satisfied Nor
------64646666Dissatisfied
-%-%-%-%-%-%36%27%32%24%37%40%37%32%

2--2-*44442224Fairly Satisfied
60%-%-%38%-%7%25%28%23%25%11%12%11%23%

*22*--**222222Very Satisfied
9%26%100%6%-%-%2%2%11%13%13%14%13%11%

Have not Contacted / Not
Applicable (DO NOT READ

-1---111111111OUT)
-%17%-%-%-%25%7%8%6%7%7%8%7%6%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2222-*44664446NET: Satisfied
68%26%100%44%-%7%27%30%34%38%24%26%24%34%

14-3-355555455NET: Dissatisfied
32%58%-%56%-%68%31%35%28%31%32%26%32%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
57426183-121812Unweighted total
7105482115-17*1317Weighted total

-2--2--2-2-22Very Dissatisfied
-%18%-%-%23%-%-%40%-%11%-%14%11%

21-21-21-3-13Fairly Dissatisfied
27%10%-%49%14%-%17%24%-%17%-%8%17%

Neither Satisfied Nor
24-2424--6-46Dissatisfied

28%35%-%51%46%100%34%-%-%32%-%28%32%

224-*-4--4-44Fairly Satisfied
25%21%65%-%4%-%36%-%-%23%-%28%23%

*22---*2-2*22Very Satisfied
4%16%35%-%-%-%3%36%-%11%100%13%11%

Have not Contacted / Not
Applicable (DO NOT READ

1---1-1--1-11OUT)
15%-%-%-%14%-%10%-%-%6%-%8%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

245-*-42-6*56NET: Satisfied
29%37%100%-%4%-%39%36%-%34%100%41%34%

23-23-23-5-35NET: Dissatisfied
27%28%-%49%37%-%17%64%-%28%-%23%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------12Unweighted total
------------17Weighted total

------------2Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%11%

------------3Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%17%

Neither Satisfied Nor
------------6Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%32%

------------4Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%23%

------------2Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%6%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------6NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%34%

------------5NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Nov' 2018Sep' 2018Jun' 2018May' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2145111133212Unweighted total
4239222125417Weighted total

2----2-----2Very Dissatisfied
48%-%-%-%-%100%-%-%-%-%-%11%

--12---1--23Fairly Dissatisfied
-%-%39%21%-%-%-%100%-%-%50%17%

Neither Satisfied Nor
2--42----4-6Dissatisfied

52%-%-%40%100%-%-%-%-%68%-%32%

--*4----*224Fairly Satisfied
-%-%11%40%-%-%-%-%18%32%50%23%

-2*---2-*--2Very Satisfied
-%100%11%-%-%-%100%-%18%-%-%11%

Have not Contacted / Not
Applicable (DO NOT READ

--1-----1--1OUT)
-%-%39%-%-%-%-%-%64%-%-%6%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-214--2-1226NET: Satisfied
-%100%22%40%-%-%100%-%36%32%50%34%

2-12-2-1--25NET: Dissatisfied
48%-%39%21%-%100%-%100%-%-%50%28%
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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 who have had a problem with Hermes in the last 6 months (QOP3=8)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
21--132-158Unweighted total
*2--2**-*78Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----**---*Dissatisfied
-%-%-%-%-%50%57%-%-%-%2%

*2---*--*34Fairly Satisfied
26%100%-%-%-%13%-%-%100%47%46%

---------11Very Satisfied
-%-%-%-%-%-%-%-%-%14%14%

Have not Contacted / Not
Applicable (DO NOT READ

----2----33OUT)
-%-%-%-%100%-%-%-%-%39%37%

Don't Know / (DO NOT
*----**---*READ OUT)

74%-%-%-%-%37%43%-%-%-%2%

*2---*--*55NET: Satisfied
26%100%-%-%-%13%-%-%100%61%59%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--17-2-2--3--8Unweighted total
--*8-2-3--3--8Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*-*-------*Dissatisfied
-%-%-%2%-%9%-%-%-%-%-%-%-%2%

--*3-2-2-----4Fairly Satisfied
-%-%100%45%-%91%-%61%-%-%-%-%-%46%

---1------1--1Very Satisfied
-%-%-%14%-%-%-%-%-%-%35%-%-%14%

Have not Contacted / Not
Applicable (DO NOT READ

---3---1--2--3OUT)
-%-%-%37%-%-%-%39%-%-%60%-%-%37%

Don't Know / (DO NOT
---*------*--*READ OUT)
-%-%-%2%-%-%-%-%-%-%4%-%-%2%

--*5-2-2--1--5NET: Satisfied
-%-%100%59%-%91%-%61%-%-%35%-%-%59%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
35-83-13--1-8Unweighted total
26-82-23--1-8Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-**-------*Dissatisfied
-%3%-%2%8%-%-%-%-%-%-%-%2%

-4-4--22----4Fairly Satisfied
-%64%-%46%-%-%100%64%-%-%-%-%46%

1--1---1----1Very Satisfied
47%-%-%14%-%-%-%36%-%-%-%-%14%

Have not Contacted / Not
Applicable (DO NOT READ

12-32-----1-3OUT)
47%33%-%37%86%-%-%-%-%-%100%-%37%

Don't Know / (DO NOT
*--**-------*READ OUT)
6%-%-%2%6%-%-%-%-%-%-%-%2%

14-5--23----5NET: Satisfied
47%64%-%59%-%-%100%100%-%-%-%-%59%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
62--88Unweighted total
62--88Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
*---**Dissatisfied
3%-%-%-%2%2%

22--44Fairly Satisfied
30%100%-%-%46%46%

1---11Very Satisfied
17%-%-%-%14%14%

Have not Contacted / Not
Applicable (DO NOT READ

3---33OUT)
47%-%-%-%37%37%

Don't Know / (DO NOT
*---**READ OUT)
2%-%-%-%2%2%

32--55NET: Satisfied
48%100%-%-%59%59%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
71-26----11518Unweighted total
62-35----21328Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*---*------*-*Dissatisfied
3%-%-%-%4%-%-%-%-%-%-%6%-%2%

4--22----2-2-4Fairly Satisfied
59%-%-%64%35%-%-%-%-%100%-%55%-%46%

1---1------1-1Very Satisfied
18%-%-%-%22%-%-%-%-%-%-%35%-%14%

Have not Contacted / Not
Applicable (DO NOT READ

12-12-----1-23OUT)
18%100%-%36%37%-%-%-%-%-%100%-%100%37%

Don't Know / (DO NOT
*---*------*-*READ OUT)
2%-%-%-%3%-%-%-%-%-%-%4%-%2%

5--23----2-3-5NET: Satisfied
77%-%-%64%57%-%-%-%-%100%-%90%-%59%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----157286458Unweighted total
-----*58*85258Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----*-*******Dissatisfied
-%-%-%-%-%100%-%2%57%2%4%8%4%2%

------43-44234Fairly Satisfied
-%-%-%-%-%-%75%45%-%46%72%86%72%46%

------11-11-11Very Satisfied
-%-%-%-%-%-%22%14%-%14%22%-%22%14%

Have not Contacted / Not
Applicable (DO NOT READ

-------3-3---3OUT)
-%-%-%-%-%-%-%37%-%37%-%-%-%37%

Don't Know / (DO NOT
------********READ OUT)
-%-%-%-%-%-%3%2%43%2%3%6%3%2%

------55-55255NET: Satisfied
-%-%-%-%-%-%97%59%-%59%94%86%94%59%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3111----1--78Unweighted total
-22*1----2--68Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*----------**Dissatisfied
-%8%-%-%-%-%-%-%-%-%-%-%3%2%

-22------2--24Fairly Satisfied
-%92%100%-%-%-%-%-%-%100%-%-%28%46%

----1-------11Very Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%18%14%

Have not Contacted / Not
Applicable (DO NOT READ

------------33OUT)
-%-%-%-%-%-%-%-%-%-%-%-%49%37%

Don't Know / (DO NOT
---*--------**READ OUT)
-%-%-%100%-%-%-%-%-%-%-%-%2%2%

-22-1----2--35NET: Satisfied
-%92%100%-%100%-%-%-%-%100%-%-%46%59%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
158-116131128Unweighted total
*58-**8*32218Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-**-*------**Dissatisfied
-%4%2%-%100%-%-%-%-%-%-%14%2%

*34--*3-22--4Fairly Satisfied
100%72%46%-%-%100%46%-%64%100%-%-%46%

-11---1----11Very Satisfied
-%22%14%-%-%-%14%-%-%-%-%86%14%

Have not Contacted / Not
Applicable (DO NOT READ

--3---3-1-2-3OUT)
-%-%37%-%-%-%38%-%36%-%100%-%37%

Don't Know / (DO NOT
-**---**----*READ OUT)
-%3%2%-%-%-%2%100%-%-%-%-%2%

*55--*5-22-15NET: Satisfied
100%94%59%-%-%100%60%-%64%100%-%86%59%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1518--57-8Unweighted total
-*5*8--58-8Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*-*--**-*Dissatisfied
-%-%4%-%2%-%-%4%2%-%2%

--3-4--33-4Fairly Satisfied
-%-%72%-%46%-%-%72%45%-%46%

--1-1--11-1Very Satisfied
-%-%22%-%14%-%-%22%14%-%14%

Have not Contacted / Not
Applicable (DO NOT READ

----3---3-3OUT)
-%-%-%-%37%-%-%-%37%-%37%

Don't Know / (DO NOT
-****--**-*READ OUT)
-%100%3%100%2%-%-%3%2%-%2%

--5-5--55-5NET: Satisfied
-%-%94%-%59%-%-%94%59%-%59%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-34334-364-2418Unweighted total
-44324-154-*2*8Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*-**-**--**-*Dissatisfied
-%-%5%-%8%5%-%13%4%-%-%57%8%-%2%

-33-23--4---2-4Fairly Satisfied
-%96%92%-%86%92%-%-%72%-%-%-%86%-%46%

---1----11----1Very Satisfied
-%-%-%35%-%-%-%-%22%26%-%-%-%-%14%

Have not Contacted / Not
Applicable (DO NOT READ

---2---1-3----3OUT)
-%-%-%60%-%-%-%78%-%71%-%-%-%-%37%

Don't Know / (DO NOT
-*****-***-****READ OUT)
-%4%3%4%6%3%-%9%3%3%-%43%6%100%2%

-33123--51--2-5NET: Satisfied
-%96%92%35%86%92%-%-%94%26%-%-%86%-%59%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--1-34123558Unweighted total
--2-43*13438Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----***-***Dissatisfied
-%-%-%-%-%5%100%14%-%4%5%2%

----32---424Fairly Satisfied
-%-%-%-%96%58%-%-%-%92%58%46%

-----1----11Very Satisfied
-%-%-%-%-%33%-%-%-%-%33%14%

Have not Contacted / Not
Applicable (DO NOT READ

--2----13--3OUT)
-%-%100%-%-%-%-%86%96%-%-%37%

Don't Know / (DO NOT
----**--****READ OUT)
-%-%-%-%4%4%-%-%4%3%4%2%

----33---435NET: Satisfied
-%-%-%-%96%91%-%-%-%92%91%59%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
42-5-476757678Unweighted total
34-5-366646668Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*--*-*********Dissatisfied
6%-%-%4%-%5%3%3%3%4%3%3%3%2%

22-3-243424344Fairly Satisfied
55%51%-%72%-%58%59%59%59%43%59%59%59%46%

1--1--11111111Very Satisfied
35%-%-%22%-%-%18%18%18%25%18%18%18%14%

Have not Contacted / Not
Applicable (DO NOT READ

-2---111111113OUT)
-%49%-%-%-%33%18%18%18%25%18%18%18%37%

Don't Know / (DO NOT
*--*-*********READ OUT)
4%-%-%3%-%4%2%2%2%3%2%2%2%2%

32-5-255535555NET: Satisfied
90%51%-%94%-%58%77%77%77%68%77%77%77%59%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
53224-35-8-68Unweighted total
53323-44-8-48Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*---*-*-**Dissatisfied
-%6%-%9%-%-%-%5%-%2%-%4%2%

4-22*-22-4-24Fairly Satisfied
75%-%61%91%2%-%47%44%-%46%-%41%46%

-11---1--1-11Very Satisfied
-%35%39%-%-%-%27%-%-%14%-%26%14%

Have not Contacted / Not
Applicable (DO NOT READ

12--3-12-3-13OUT)
22%60%-%-%94%-%27%48%-%37%-%26%37%

Don't Know / (DO NOT
*---*--*-*-**READ OUT)
3%-%-%-%4%-%-%3%-%2%-%3%2%

4132*-32-5-35NET: Satisfied
75%35%100%91%2%-%73%44%-%59%-%67%59%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--11111123-28Unweighted total
--1**1*112-18Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------*Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%2%

---**-*-**-*4Fairly Satisfied
-%-%-%100%100%-%100%-%4%2%-%4%46%

--1--1-1-1-11Very Satisfied
-%-%100%-%-%100%-%100%-%49%-%96%14%

Have not Contacted / Not
Applicable (DO NOT READ

--------11--3OUT)
-%-%-%-%-%-%-%-%96%49%-%-%37%

Don't Know / (DO NOT
------------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%

--1**1*1*1-15NET: Satisfied
-%-%100%100%100%100%100%100%4%51%-%100%59%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Aug' 2018Apr' 2018Jan' 2018Total base

*d*c*b*a*d*c*b*aSignificance Level: 95%
213221328Unweighted total
222222228Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*---*---*Dissatisfied
9%-%-%-%9%-%-%-%2%

-2*2-2*24Fairly Satisfied
-%100%2%94%-%100%2%94%46%

--1---1-1Very Satisfied
-%-%49%-%-%-%49%-%14%

Have not Contacted / Not
Applicable (DO NOT READ

2-1-2-1-3OUT)
91%-%49%-%91%-%49%-%37%

Don't Know / (DO NOT
---*---**READ OUT)
-%-%-%6%-%-%-%6%2%

-212-2125NET: Satisfied
-%100%51%94%-%100%51%94%59%

---------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
21--132-158Unweighted total
*2--2**-*78Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*----**-*22Fairly Satisfied
26%-%-%-%-%63%57%-%100%25%27%

-2-------33Very Satisfied
-%100%-%-%-%-%-%-%-%36%35%

Have not Contacted / Not
Applicable (DO NOT READ

----2----33OUT)
-%-%-%-%100%-%-%-%-%39%37%

Don't Know / (DO NOT
*----**---*READ OUT)

74%-%-%-%-%37%43%-%-%-%2%

*2---**-*55NET: Satisfied
26%100%-%-%-%63%57%-%100%61%61%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
--17-2-2--3--8Unweighted total
--*8-2-3--3--8Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*2-2-------2Fairly Satisfied
-%-%100%26%-%100%-%-%-%-%-%-%-%27%

---3---2--1--3Very Satisfied
-%-%-%35%-%-%-%61%-%-%35%-%-%35%

Have not Contacted / Not
Applicable (DO NOT READ

---3---1--2--3OUT)
-%-%-%37%-%-%-%39%-%-%60%-%-%37%

Don't Know / (DO NOT
---*------*--*READ OUT)
-%-%-%2%-%-%-%-%-%-%4%-%-%2%

--*5-2-2--1--5NET: Satisfied
-%-%100%61%-%100%-%61%-%-%35%-%-%61%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
35-83-13--1-8Unweighted total
26-82-23--1-8Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2*--2----2Fairly Satisfied
-%38%-%27%8%-%-%64%-%-%-%-%27%

12-3--21----3Very Satisfied
47%30%-%35%-%-%100%36%-%-%-%-%35%

Have not Contacted / Not
Applicable (DO NOT READ

12-32-----1-3OUT)
47%33%-%37%86%-%-%-%-%-%100%-%37%

Don't Know / (DO NOT
*--**-------*READ OUT)
6%-%-%2%6%-%-%-%-%-%-%-%2%

14-5*-23----5NET: Satisfied
47%67%-%61%8%-%100%100%-%-%-%-%61%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
62--88Unweighted total
62--88Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

2*--22Fairly Satisfied
33%3%-%-%27%27%

12--33Very Satisfied
17%97%-%-%35%35%

Have not Contacted / Not
Applicable (DO NOT READ

3---33OUT)
47%-%-%-%37%37%

Don't Know / (DO NOT
*---**READ OUT)
2%-%-%-%2%2%

32--55NET: Satisfied
51%100%-%-%61%61%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
71-26----11518Unweighted total
62-35----21328Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2*----2-*-2Fairly Satisfied
35%-%-%64%4%-%-%-%-%100%-%7%-%27%

3---3------3-3Very Satisfied
45%-%-%-%56%-%-%-%-%-%-%89%-%35%

Have not Contacted / Not
Applicable (DO NOT READ

12-12-----1-23OUT)
18%100%-%36%37%-%-%-%-%-%100%-%100%37%

Don't Know / (DO NOT
*---*------*-*READ OUT)
2%-%-%-%3%-%-%-%-%-%-%4%-%2%

5--23----2-3-5NET: Satisfied
80%-%-%64%60%-%-%-%-%100%-%96%-%61%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-----157286458Unweighted total
-----*58*85258Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*22*22222Fairly Satisfied
-%-%-%-%-%100%40%26%57%27%42%94%42%27%

------33-33-33Very Satisfied
-%-%-%-%-%-%57%35%-%35%55%-%56%35%

Have not Contacted / Not
Applicable (DO NOT READ

-------3-3---3OUT)
-%-%-%-%-%-%-%37%-%37%-%-%-%37%

Don't Know / (DO NOT
------********READ OUT)
-%-%-%-%-%-%3%2%43%2%3%6%3%2%

-----*55*55255NET: Satisfied
-%-%-%-%-%100%97%61%57%61%97%94%97%61%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3111----1--78Unweighted total
-22*1----2--68Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-------2--*2Fairly Satisfied
-%100%-%-%-%-%-%-%-%100%-%-%4%27%

--2-1-------33Very Satisfied
-%-%100%-%100%-%-%-%-%-%-%-%46%35%

Have not Contacted / Not
Applicable (DO NOT READ

------------33OUT)
-%-%-%-%-%-%-%-%-%-%-%-%49%37%

Don't Know / (DO NOT
---*--------**READ OUT)
-%-%-%100%-%-%-%-%-%-%-%-%2%2%

-22-1----2--35NET: Satisfied
-%100%100%-%100%-%-%-%-%100%-%-%49%61%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
158-116131128Unweighted total
*58-**8*32218Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22-**2-2--*2Fairly Satisfied
100%42%27%-%100%100%25%-%64%-%-%14%27%

-33---3--2-13Very Satisfied
-%56%35%-%-%-%36%-%-%100%-%86%35%

Have not Contacted / Not
Applicable (DO NOT READ

--3---3-1-2-3OUT)
-%-%37%-%-%-%38%-%36%-%100%-%37%

Don't Know / (DO NOT
-**---**----*READ OUT)
-%3%2%-%-%-%2%100%-%-%-%-%2%

*55-**5-22-15NET: Satisfied
100%97%61%-%100%100%60%-%64%100%-%100%61%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1518--57-8Unweighted total
-*5*8--58-8Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2Fairly Satisfied
-%-%42%-%27%-%-%42%26%-%27%

--3-3--33-3Very Satisfied
-%-%56%-%35%-%-%56%35%-%35%

Have not Contacted / Not
Applicable (DO NOT READ

----3---3-3OUT)
-%-%-%-%37%-%-%-%37%-%37%

Don't Know / (DO NOT
-****--**-*READ OUT)
-%100%3%100%2%-%-%3%2%-%2%

--5-5--55-5NET: Satisfied
-%-%97%-%61%-%-%97%61%-%61%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-34334-364-2418Unweighted total
-44324-154-*2*8Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-22-*2--*2-2Fairly Satisfied
-%51%53%-%94%53%-%13%42%-%-%57%94%-%27%

-221-2--31----3Very Satisfied
-%45%43%35%-%43%-%-%55%26%-%-%-%-%35%

Have not Contacted / Not
Applicable (DO NOT READ

---2---1-3----3OUT)
-%-%-%60%-%-%-%78%-%71%-%-%-%-%37%

Don't Know / (DO NOT
-*****-***-****READ OUT)
-%4%3%4%6%3%-%9%3%3%-%43%6%100%2%

-34124-*51-*2-5NET: Satisfied
-%96%97%35%94%97%-%13%97%26%-%57%94%-%61%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--1-34123558Unweighted total
--2-43*13438Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----22**-222Fairly Satisfied
-%-%-%-%51%63%100%14%-%54%64%27%

----21---213Very Satisfied
-%-%-%-%45%33%-%-%-%43%33%35%

Have not Contacted / Not
Applicable (DO NOT READ

--2----13--3OUT)
-%-%100%-%-%-%-%86%96%-%-%37%

Don't Know / (DO NOT
----**--****READ OUT)
-%-%-%-%4%4%-%-%4%3%4%2%

----33**-435NET: Satisfied
-%-%-%-%96%96%100%14%-%97%96%61%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
42-5-476757678Unweighted total
34-5-366646668Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-2-222222222Fairly Satisfied
6%51%-%42%-%63%35%34%35%47%35%34%35%27%

3--3--33313333Very Satisfied
90%-%-%56%-%-%45%46%45%25%45%46%45%35%

Have not Contacted / Not
Applicable (DO NOT READ

-2---111111113OUT)
-%49%-%-%-%33%18%18%18%25%18%18%18%37%

Don't Know / (DO NOT
*--*-*********READ OUT)
4%-%-%3%-%4%2%2%2%3%2%2%2%2%

32-5-255535555NET: Satisfied
96%51%-%97%-%63%80%80%80%72%80%80%80%61%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
53224-35-8-68Unweighted total
53323-44-8-48Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-2*-2*-2-*2Fairly Satisfied
40%6%-%100%2%-%47%6%-%27%-%5%27%

213---12-3-33Very Satisfied
35%35%100%-%-%-%27%43%-%35%-%66%35%

Have not Contacted / Not
Applicable (DO NOT READ

12--3-12-3-13OUT)
22%60%-%-%94%-%27%48%-%37%-%26%37%

Don't Know / (DO NOT
*---*--*-*-**READ OUT)
3%-%-%-%4%-%-%3%-%2%-%3%2%

4132*-32-5-35NET: Satisfied
75%40%100%100%2%-%73%49%-%61%-%71%61%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--11111123-28Unweighted total
--1**1*112-18Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

---**-*-**-*2Fairly Satisfied
-%-%-%100%100%-%100%-%4%2%-%4%27%

--1--1-1-1-13Very Satisfied
-%-%100%-%-%100%-%100%-%49%-%96%35%

Have not Contacted / Not
Applicable (DO NOT READ

--------11--3OUT)
-%-%-%-%-%-%-%-%96%49%-%-%37%

Don't Know / (DO NOT
------------*READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%

--1**1*1*1-15NET: Satisfied
-%-%100%100%100%100%100%100%4%51%-%100%61%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Aug' 2018Apr' 2018Jan' 2018Total base

*d*c*b*a*d*c*b*aSignificance Level: 95%
213221328Unweighted total
222222228Weighted total

---------Very Dissatisfied
-%-%-%-%-%-%-%-%-%

---------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------Dissatisfied
-%-%-%-%-%-%-%-%-%

*-*2*-*22Fairly Satisfied
9%-%2%94%9%-%2%94%27%

-21--21-3Very Satisfied
-%100%49%-%-%100%49%-%35%

Have not Contacted / Not
Applicable (DO NOT READ

2-1-2-1-3OUT)
91%-%49%-%91%-%49%-%37%

Don't Know / (DO NOT
---*---**READ OUT)
-%-%-%6%-%-%-%6%2%

*212*2125NET: Satisfied
9%100%51%94%9%100%51%94%61%

---------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%
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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 who have had a problem with FedEx in the last 6 months (QOP3=9)

Columns Tested: a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1----1--1-1Unweighted total
*----*--*-*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*----*--*-*Dissatisfied

100%-%-%-%-%100%-%-%100%-%100%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
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
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-1---1----1Unweighted total
-*-*---*----*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-*---*----*Dissatisfied
-%100%-%100%-%-%-%100%-%-%-%-%100%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1---11Unweighted total
*---**Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
*---**Dissatisfied

100%-%-%-%100%100%

------Fairly Satisfied
-%-%-%-%-%-%

------Very Satisfied
-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

------NET: Satisfied
-%-%-%-%-%-%

------NET: Dissatisfied
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1----1----1Unweighted total
*--*----*----*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*--*----*----*Dissatisfied

100%-%-%100%-%-%-%-%100%-%-%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1---1--1111Unweighted total
---*---*--****Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---*---*--****Dissatisfied
-%-%-%100%-%-%-%100%-%-%100%100%100%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1-----------1Unweighted total
-*-----------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-*-----------*Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1---------1Unweighted total
*-*---------*Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*-*---------*Dissatisfied

100%-%100%-%-%-%-%-%-%-%-%-%100%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-------1Unweighted total
--*-------*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--*-------*Dissatisfied
-%-%100%-%-%-%-%-%-%-%100%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------1-1Unweighted total
------------*-*Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------*-*Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%100%-%100%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----------1Unweighted total
-----------*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------*Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%100%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
------1-111111Unweighted total
------*-******Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------*-******Dissatisfied
-%-%-%-%-%-%100%-%100%100%100%100%100%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1---1-1--1-11Unweighted total
*---*-*--*-**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*---*-*--*-**Dissatisfied

100%-%-%-%100%-%100%-%-%100%-%100%100%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 151  (continuation)                                                                                                                                                  Page 2712

Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Jan' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1------------1Unweighted total
*------------*Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
*------------*Dissatisfied

100%-%-%-%-%-%-%-%-%-%-%-%-%100%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q1 2018Total base

11Unweighted total
**Weighted total

--Very Dissatisfied
-%-%

--Fairly Dissatisfied
-%-%

Neither Satisfied Nor
**Dissatisfied

100%100%

--Fairly Satisfied
-%-%

--Very Satisfied
-%-%

Have not Contacted / Not
Applicable (DO NOT READ

--OUT)
-%-%

Don't Know / (DO NOT
--READ OUT)
-%-%

--NET: Satisfied
-%-%

--NET: Dissatisfied
-%-%
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Professionalism and handling of any query / complaint (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last
six months, please rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*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%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*NET: Satisfied
100%-%-%-%-%100%-%-%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
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
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-------*NET: Satisfied
-%-%-%100%-%100%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*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%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*NET: Satisfied
-%100%-%100%-%-%-%100%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*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%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*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%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*----*----*NET: Satisfied
100%-%-%100%-%-%-%-%100%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1---1--1111Unweighted total
---*---*--****Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--****Very Satisfied
-%-%-%100%-%-%-%100%-%-%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--****NET: Satisfied
-%-%-%100%-%-%-%100%-%-%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*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%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*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
100%-%100%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*NET: Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-------1Unweighted total
--*-------*Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%

--*-------*Very Satisfied
-%-%100%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-------*NET: Satisfied
-%-%100%-%-%-%-%-%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*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%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*-*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%100%-%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----------1Unweighted total
-----------*Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Very Satisfied
-%-%-%-%-%-%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
------1-111111Unweighted total
------*-******Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*-******Very Satisfied
-%-%-%-%-%-%100%-%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*-******NET: Satisfied
-%-%-%-%-%-%100%-%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
1---1-1--1-11Unweighted total
*---*-*--*-**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**Very Satisfied
100%-%-%-%100%-%100%-%-%100%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**NET: Satisfied
100%-%-%-%100%-%100%-%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Jan' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*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%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------*NET: Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q1 2018Total base

11Unweighted total
**Weighted total

--Very Dissatisfied
-%-%

--Fairly Dissatisfied
-%-%

Neither Satisfied Nor
--Dissatisfied
-%-%

--Fairly Satisfied
-%-%

**Very Satisfied
100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--OUT)
-%-%

Don't Know / (DO NOT
--READ OUT)
-%-%

**NET: Satisfied
100%100%

--NET: Dissatisfied
-%-%
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The staff being polite and courteous (QOP3A10 Thinking about contacting Secured Mail with a service query, request or complaint, and your experiences in the last six months, please
rate Secured Mail on the following aspects.)
Base: All who have had a problem with Secured Mail in the last 6 months (QOP3=10)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
32-3-8233816Unweighted total
*2-4-1***1112Weighted total

*----***--*Very Dissatisfied
23%-%-%-%-%17%33%23%-%-%1%

---------22Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%15%14%

Neither Satisfied Nor
-2-3-**--55Dissatisfied
-%89%-%87%-%25%67%-%-%46%44%

*----*-**22Fairly Satisfied
50%-%-%-%-%21%-%50%25%16%16%

*----*-*-11Very Satisfied
27%-%-%-%-%6%-%27%-%9%9%

Have not Contacted / Not
Applicable (DO NOT READ

---*-----22OUT)
-%-%-%13%-%-%-%-%-%14%13%

Don't Know / (DO NOT
-*---*--*-*READ OUT)
-%11%-%-%-%31%-%-%75%-%2%

*----*-**33NET: Satisfied
77%-%-%-%-%27%-%77%25%25%25%

*----***-22NET: Dissatisfied
23%-%-%-%-%17%33%23%-%15%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2111211132-2-216Unweighted total
***12**222-2-412Weighted total

*--*----*----*Very Dissatisfied
31%-%-%1%-%-%-%-%6%-%-%-%-%1%

---2----2----2Fairly Dissatisfied
-%-%-%15%-%-%-%-%94%-%-%-%-%14%

Neither Satisfied Nor
---5-*-2----45Dissatisfied
-%-%-%47%-%100%-%94%-%-%-%-%100%44%

**-2--2------2Fairly Satisfied
69%100%-%16%-%-%100%-%-%-%-%-%-%16%

---1---*--1--1Very Satisfied
-%-%-%10%-%-%-%3%-%-%50%-%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

--*1------1--2OUT)
-%-%100%9%-%-%-%-%-%-%50%-%-%13%

Don't Know / (DO NOT
---**--*-----*READ OUT)
-%-%-%3%100%-%-%3%-%-%-%-%-%2%

**-3--2*--1--3NET: Satisfied
69%100%-%25%-%-%100%3%-%-%50%-%-%25%

*--2----2----2NET: Dissatisfied
31%-%-%16%-%-%-%-%100%-%-%-%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2145113--51-7-16Unweighted total
3103103--7*-3-12Weighted total

-***----*-*-*Very Dissatisfied
-%2%2%1%-%-%-%-%100%-%2%-%1%

2--2------2-2Fairly Dissatisfied
62%-%-%18%-%-%-%-%-%-%63%-%14%

Neither Satisfied Nor
-524---5----5Dissatisfied
-%57%69%37%-%-%-%84%-%-%-%-%44%

-2*22-----*-2Fairly Satisfied
-%21%4%20%62%-%-%-%-%-%7%-%16%

1*-1---1--*-1Very Satisfied
38%1%-%12%-%-%-%16%-%-%2%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

-2*11-----*-2OUT)
-%16%17%11%36%-%-%-%-%-%18%-%13%

Don't Know / (DO NOT
-****-----*-*READ OUT)
-%3%8%1%2%-%-%-%-%-%9%-%2%

12*32--1--*-3NET: Satisfied
38%22%4%32%62%-%-%16%-%-%9%-%25%

2**2----*-2-2NET: Dissatisfied
62%2%2%19%-%-%-%-%100%-%64%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5110-1616Unweighted total
526-1212Weighted total

*-*-**Very Dissatisfied
1%-%2%-%1%1%

--2-22Fairly Dissatisfied
-%-%28%-%14%14%

Neither Satisfied Nor
222-55Dissatisfied

36%100%36%-%44%44%

2-*-22Fairly Satisfied
39%-%3%-%16%16%

1---11Very Satisfied
24%-%-%-%9%9%

Have not Contacted / Not
Applicable (DO NOT READ

--2-22OUT)
-%-%26%-%13%13%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%5%-%2%2%

3-*-33NET: Satisfied
63%-%3%-%25%25%

*-2-22NET: Dissatisfied
1%-%30%-%15%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
871214-----26816Unweighted total
552211-----24712Weighted total

*---*------*-*Very Dissatisfied
3%-%-%-%2%-%-%-%-%-%-%5%-%1%

--2-2-------22Fairly Dissatisfied
-%-%100%-%16%-%-%-%-%-%-%-%25%14%

Neither Satisfied Nor
42-24-----2225Dissatisfied

66%37%-%97%36%-%-%-%-%-%97%52%28%44%

-2--2-------22Fairly Satisfied
-%38%-%-%19%-%-%-%-%-%-%-%29%16%

1--*1-----*1-1Very Satisfied
21%-%-%3%10%-%-%-%-%-%3%30%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

*1--2------*12OUT)
9%20%-%-%15%-%-%-%-%-%-%14%15%13%

Don't Know / (DO NOT
-*--*-------**READ OUT)
-%6%-%-%3%-%-%-%-%-%-%-%4%2%

12-*3-----*123NET: Satisfied
21%38%-%3%29%-%-%-%-%-%3%30%29%25%

*-2-2------*22NET: Dissatisfied
3%-%100%-%18%-%-%-%-%-%-%5%25%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1--11135121291016Unweighted total
---*--7101876412Weighted total

---*--********Very Dissatisfied
-%-%-%100%-%-%1%2%9%1%2%3%4%1%

------22--22-2Fairly Dissatisfied
-%-%-%-%-%-%26%18%-%-%26%31%-%14%

Neither Satisfied Nor
------24*42225Dissatisfied
-%-%-%-%-%-%33%40%44%46%32%40%55%44%

------*2*2***2Fairly Satisfied
-%-%-%-%-%-%3%21%37%24%3%2%5%16%

------11*11-11Very Satisfied
-%-%-%-%-%-%17%12%10%13%17%-%28%9%

Have not Contacted / Not
Applicable (DO NOT READ

------1*-111-2OUT)
-%-%-%-%-%-%16%5%-%13%16%19%-%13%

Don't Know / (DO NOT
------**-*****READ OUT)
-%-%-%-%-%-%4%2%-%4%4%5%7%2%

------13*31*13NET: Satisfied
-%-%-%-%-%-%20%33%47%37%20%2%33%25%

---*--22**22*2NET: Dissatisfied
-%-%-%100%-%-%27%20%9%1%28%34%4%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1443-------1216Unweighted total
-**24-------812Weighted total

-**---------**Very Dissatisfied
-%100%25%-%-%-%-%-%-%-%-%-%1%1%

---2---------2Fairly Dissatisfied
-%-%-%80%-%-%-%-%-%-%-%-%-%14%

Neither Satisfied Nor
---*2-------45Dissatisfied
-%-%-%11%48%-%-%-%-%-%-%-%46%44%

---*--------22Fairly Satisfied
-%-%-%9%-%-%-%-%-%-%-%-%24%16%

--*-1-------11Very Satisfied
-%-%12%-%26%-%-%-%-%-%-%-%13%9%

Have not Contacted / Not
Applicable (DO NOT READ

----1-------12OUT)
-%-%-%-%26%-%-%-%-%-%-%-%13%13%

Don't Know / (DO NOT
--*---------**READ OUT)
-%-%63%-%-%-%-%-%-%-%-%-%4%2%

--**1-------33NET: Satisfied
-%-%12%9%26%-%-%-%-%-%-%-%37%25%

-**2--------*2NET: Dissatisfied
-%100%25%80%-%-%-%-%-%-%-%-%1%15%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 153  (continuation)                                                                                                                                                  Page 2736

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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
3988228-14-716Unweighted total
34841*7-*4-512Weighted total

-*-*-*--*---*Very Dissatisfied
-%4%-%4%-%31%-%-%100%-%-%-%1%

2-2---------2Fairly Dissatisfied
61%-%21%-%-%-%-%-%-%-%-%-%14%

Neither Satisfied Nor
-242--4--2-25Dissatisfied
-%56%47%40%-%-%54%-%-%50%-%43%44%

-*-2-*2--2-*2Fairly Satisfied
-%5%-%49%-%69%27%-%-%50%-%2%16%

*11---1----11Very Satisfied
2%27%14%-%-%-%16%-%-%-%-%25%9%

Have not Contacted / Not
Applicable (DO NOT READ

1-2-1------12OUT)
37%-%19%-%95%-%-%-%-%-%-%23%13%

Don't Know / (DO NOT
-*-**-*----**READ OUT)
-%8%-%7%5%-%3%-%-%-%-%6%2%

*112-*3--2-13NET: Satisfied
2%32%14%49%-%69%43%-%-%50%-%27%25%

2*2*-*--*---2NET: Dissatisfied
61%4%21%4%-%31%-%-%100%-%-%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-18593186416Unweighted total
-*2262*45212Weighted total

--*-*-***-*Very Dissatisfied
-%-%8%-%1%-%100%3%1%-%1%

----------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%14%

Neither Satisfied Nor
-**24*-24*5Dissatisfied
-%100%12%90%57%11%-%57%71%11%44%

--***2-**22Fairly Satisfied
-%-%10%8%3%86%-%5%2%87%16%

--1*1--11-1Very Satisfied
-%-%54%2%18%-%-%28%21%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

----1-----2OUT)
-%-%-%-%17%-%-%-%-%-%13%

Don't Know / (DO NOT
--*-**-****READ OUT)
-%-%15%-%4%3%-%8%5%3%2%

--1*12-1123NET: Satisfied
-%-%65%10%21%86%-%33%23%87%25%

--*-*-***-2NET: Dissatisfied
-%-%8%-%1%-%100%3%1%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-67778-179-35416Unweighted total
-13533-*67-33312Weighted total

-*****--*---*-*Very Dissatisfied
-%25%6%1%6%6%-%-%1%-%-%-%5%-%1%

-----------22-2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%61%54%-%14%

Neither Satisfied Nor
--2222--24---25Dissatisfied
-%-%80%38%80%77%-%-%31%53%-%-%-%65%44%

-**2**--22---*2Fairly Satisfied
-%31%4%39%4%7%-%-%32%28%-%-%-%3%16%

---1----11----1Very Satisfied
-%-%-%21%-%-%-%-%18%16%-%-%-%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

--------1--1112OUT)
-%-%-%-%-%-%-%-%18%-%-%37%33%32%13%

Don't Know / (DO NOT
-*****-*-*-**-*READ OUT)
-%45%11%1%11%10%-%100%-%3%-%2%7%-%2%

-**3**--33---*3NET: Satisfied
-%31%4%60%4%7%-%-%50%44%-%-%-%3%25%

-*****--*--22-2NET: Dissatisfied
-%25%6%1%6%6%-%-%1%-%-%61%59%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--4101163616Unweighted total
-2--15**45612Weighted total

----**----**Very Dissatisfied
-%-%-%-%23%3%-%-%-%-%1%1%

-----------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%14%

Neither Satisfied Nor
-2---2**2225Dissatisfied
-%100%-%-%-%35%100%100%51%36%32%44%

----*2--2222Fairly Satisfied
-%-%-%-%19%37%-%-%47%40%31%16%

-----1----11Very Satisfied
-%-%-%-%-%20%-%-%-%-%18%9%

Have not Contacted / Not
Applicable (DO NOT READ

---------112OUT)
-%-%-%-%-%-%-%-%-%24%18%13%

Don't Know / (DO NOT
----**--*--*READ OUT)
-%-%-%-%58%5%-%-%1%-%-%2%

----*3--2233NET: Satisfied
-%-%-%-%19%57%-%-%47%40%49%25%

----**----*2NET: Dissatisfied
-%-%-%-%23%3%-%-%-%-%1%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
83-9-81610161416151616Unweighted total
52-5-7128121112111212Weighted total

**-*-*********Very Dissatisfied
1%6%-%3%-%1%1%1%1%2%1%1%1%1%

-----22-222222Fairly Dissatisfied
-%-%-%-%-%25%14%-%14%16%14%15%14%14%

Neither Satisfied Nor
22-2-254555555Dissatisfied

41%82%-%36%-%27%44%44%44%51%44%48%44%44%

2--2-222222222Fairly Satisfied
38%-%-%37%-%28%16%24%16%19%16%18%16%16%

1--1--11111111Very Satisfied
20%-%-%19%-%-%9%14%9%10%9%10%9%9%

Have not Contacted / Not
Applicable (DO NOT READ

-----1212-2*22OUT)
-%-%-%-%-%15%13%13%13%-%13%4%13%13%

Don't Know / (DO NOT
**-*-*********READ OUT)
1%12%-%5%-%3%2%3%2%3%2%3%2%2%

3--3-233333333NET: Satisfied
57%-%-%56%-%28%25%38%25%29%25%28%25%25%

**-*-22*222222NET: Dissatisfied
1%6%-%3%-%26%15%1%15%18%15%17%15%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
798162113-165816Unweighted total
66426*93-1221012Weighted total

***--**--**-*Very Dissatisfied
2%1%1%-%-%31%1%-%-%1%5%-%1%

2--2--2--22-2Fairly Dissatisfied
28%-%-%100%-%-%19%-%-%14%77%-%14%

Neither Satisfied Nor
422-4-42-5*55Dissatisfied

58%31%38%-%62%-%39%64%-%44%11%54%44%

-2*-2*2--2*22Fairly Satisfied
-%33%5%-%29%69%21%-%-%16%5%19%16%

-11-*-1--1-11Very Satisfied
-%18%25%-%1%-%12%-%-%9%-%12%9%

Have not Contacted / Not
Applicable (DO NOT READ

*11-*-*1-2-22OUT)
8%17%25%-%8%-%5%36%-%13%-%16%13%

Don't Know / (DO NOT
*-*---*--**-*READ OUT)
5%-%7%-%-%-%3%-%-%2%2%-%2%

-31-2*3--3*33NET: Satisfied
-%51%29%-%30%69%33%-%-%25%5%30%25%

2**2-*2--22-2NET: Dissatisfied
30%1%1%100%-%31%20%-%-%15%82%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4-12-2232616Unweighted total
--2-*1-1111212Weighted total

--*-*-----***Very Dissatisfied
-%-%2%-%100%-%-%-%-%-%10%7%1%

------------2Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%14%

Neither Satisfied Nor
------------5Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%44%

------------2Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%16%

--1--1-1*1-11Very Satisfied
-%-%50%-%-%100%-%100%5%95%-%47%9%

Have not Contacted / Not
Applicable (DO NOT READ

--1-----1-112OUT)
-%-%48%-%-%-%-%-%95%-%90%44%13%

Don't Know / (DO NOT
---------*-**READ OUT)
-%-%-%-%-%-%-%-%-%5%-%2%2%

--1--1-1*1-13NET: Satisfied
-%-%50%-%-%100%-%100%5%95%-%47%25%

--*-*-----**2NET: Dissatisfied
-%-%2%-%100%-%-%-%-%-%10%7%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Oct' 2018Sep' 2018Jul' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2563112361216Unweighted total
452122322**12Weighted total

--*-----*--*Very Dissatisfied
-%-%7%-%-%-%-%-%7%-%-%1%

-2----2----2Fairly Dissatisfied
-%32%-%-%-%-%51%-%-%-%-%14%

Neither Satisfied Nor
24--2-22---5Dissatisfied

52%66%-%-%100%-%49%95%-%-%-%44%

2*-*-2-*--*2Fairly Satisfied
48%2%-%12%-%100%-%5%-%-%29%16%

--1-----1--1Very Satisfied
-%-%47%-%-%-%-%-%47%-%-%9%

Have not Contacted / Not
Applicable (DO NOT READ

--1*----1*-2OUT)
-%-%44%59%-%-%-%-%44%100%-%13%

Don't Know / (DO NOT
--**----*-**READ OUT)
-%-%2%29%-%-%-%-%2%-%71%2%

2*1*-2-*1-*3NET: Satisfied
48%2%47%12%-%100%-%5%47%-%29%25%

-2*---2-*--2NET: Dissatisfied
-%32%7%-%-%-%51%-%7%-%-%15%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
32-3-8233816Unweighted total
*2-4-1***1112Weighted total

*----*-*--*Very Dissatisfied
23%-%-%-%-%5%-%23%-%-%*%

-----**---*Fairly Dissatisfied
-%-%-%-%-%12%33%-%-%-%1%

Neither Satisfied Nor
---2-----33Dissatisfied
-%-%-%43%-%-%-%-%-%30%28%

*--2-***-34Fairly Satisfied
50%-%-%43%-%36%67%50%-%30%30%

*2---*-**33Very Satisfied
27%89%-%-%-%16%-%27%25%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

---*-----22OUT)
-%-%-%13%-%-%-%-%-%14%13%

Don't Know / (DO NOT
-*---*--*-*READ OUT)
-%11%-%-%-%31%-%-%75%-%2%

*2-2-****67NET: Satisfied
77%89%-%43%-%52%67%77%25%56%56%

*----***--*NET: Dissatisfied
23%-%-%-%-%17%33%23%-%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2111211132-2-216Unweighted total
***12**222-2-412Weighted total

*------------*Very Dissatisfied
31%-%-%-%-%-%-%-%-%-%-%-%-%*%

---*----*----*Fairly Dissatisfied
-%-%-%1%-%-%-%-%6%-%-%-%-%1%

Neither Satisfied Nor
---3--22-----3Dissatisfied
-%-%-%30%-%-%100%94%-%-%-%-%-%28%

*--4-*--2---24Fairly Satisfied
69%-%-%31%-%100%-%-%94%-%-%-%46%30%

-*-3---*--1-23Very Satisfied
-%100%-%26%-%-%-%3%-%-%50%-%54%26%

Have not Contacted / Not
Applicable (DO NOT READ

--*1------1--2OUT)
-%-%100%9%-%-%-%-%-%-%50%-%-%13%

Don't Know / (DO NOT
---**--*-----*READ OUT)
-%-%-%3%100%-%-%3%-%-%-%-%-%2%

**-7-*-*2-1-47NET: Satisfied
69%100%-%58%-%100%-%3%94%-%50%-%100%56%

*--*----*----*NET: Dissatisfied
31%-%-%1%-%-%-%-%6%-%-%-%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
2145113--51-7-16Unweighted total
3103103--7*-3-12Weighted total

-**-------*-*Very Dissatisfied
-%*%2%-%-%-%-%-%-%-%2%-%*%

-*-*----*---*Fairly Dissatisfied
-%1%-%1%-%-%-%-%100%-%-%-%1%

Neither Satisfied Nor
-3-32--2----3Dissatisfied
-%36%-%36%62%-%-%25%-%-%-%-%28%

22*4---2--2-4Fairly Satisfied
62%21%4%38%-%-%-%29%-%-%66%-%30%

1221---3--*-3Very Satisfied
38%22%69%13%-%-%-%46%-%-%6%-%26%

Have not Contacted / Not
Applicable (DO NOT READ

-2*11-----*-2OUT)
-%16%17%11%36%-%-%-%-%-%18%-%13%

Don't Know / (DO NOT
-****-----*-*READ OUT)
-%3%8%1%2%-%-%-%-%-%9%-%2%

3425---5--2-7NET: Satisfied
100%43%73%51%-%-%-%75%-%-%72%-%56%

-***----*-*-*NET: Dissatisfied
-%2%2%1%-%-%-%-%100%-%2%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 154  (continuation)                                                                                                                                                  Page 2747

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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
5110-1616Unweighted total
526-1212Weighted total

*---**Very Dissatisfied
1%-%-%-%*%*%

--*-**Fairly Dissatisfied
-%-%2%-%1%1%

Neither Satisfied Nor
22--33Dissatisfied

39%100%-%-%28%28%

2-2-44Fairly Satisfied
36%-%34%-%30%30%

1-2-33Very Satisfied
24%-%34%-%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

--2-22OUT)
-%-%26%-%13%13%

Don't Know / (DO NOT
--*-**READ OUT)
-%-%5%-%2%2%

3-4-77NET: Satisfied
60%-%68%-%56%56%

*-*-**NET: Dissatisfied
1%-%2%-%1%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
871214-----26816Unweighted total
552211-----24712Weighted total

*---*------*-*Very Dissatisfied
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

*---*------*-*Fairly Dissatisfied
2%-%-%-%1%-%-%-%-%-%-%3%-%1%

Neither Satisfied Nor
22--3------223Dissatisfied

31%34%-%-%32%-%-%-%-%-%-%46%26%28%

2*222-----2*24Fairly Satisfied
36%2%100%97%19%-%-%-%-%-%97%7%26%30%

12-*3-----*123Very Satisfied
21%38%-%3%29%-%-%-%-%-%3%30%29%26%

Have not Contacted / Not
Applicable (DO NOT READ

*1--2------*12OUT)
9%20%-%-%15%-%-%-%-%-%-%14%15%13%

Don't Know / (DO NOT
-*--*-------**READ OUT)
-%6%-%-%3%-%-%-%-%-%-%-%4%2%

32225-----2147NET: Satisfied
57%40%100%100%49%-%-%-%-%-%100%36%55%56%

*---*------*-*NET: Dissatisfied
3%-%-%-%2%-%-%-%-%-%-%5%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1--11135121291016Unweighted total
---*--7101876412Weighted total

------********Very Dissatisfied
-%-%-%-%-%-%1%*%9%1%1%1%1%*%

---*---*--****Fairly Dissatisfied
-%-%-%100%-%-%-%1%-%-%2%2%3%1%

Neither Satisfied Nor
-------2-3---3Dissatisfied
-%-%-%-%-%-%-%19%-%41%-%-%-%28%

------24**22*4Fairly Satisfied
-%-%-%-%-%-%31%39%63%4%31%36%9%30%

------33*33233Very Satisfied
-%-%-%-%-%-%48%33%28%38%47%37%80%26%

Have not Contacted / Not
Applicable (DO NOT READ

------1*-111-2OUT)
-%-%-%-%-%-%16%5%-%13%16%19%-%13%

Don't Know / (DO NOT
------**-*****READ OUT)
-%-%-%-%-%-%4%2%-%4%4%5%7%2%

------57*45447NET: Satisfied
-%-%-%-%-%-%79%72%91%42%78%73%88%56%

---*--********NET: Dissatisfied
-%-%-%100%-%-%1%2%9%1%2%3%4%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 154  (continuation)                                                                                                                                                  Page 2750

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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1443-------1216Unweighted total
-**24-------812Weighted total

-*----------**Very Dissatisfied
-%100%-%-%-%-%-%-%-%-%-%-%1%*%

--*----------*Fairly Dissatisfied
-%-%25%-%-%-%-%-%-%-%-%-%-%1%

Neither Satisfied Nor
------------33Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%41%28%

---2--------*4Fairly Satisfied
-%-%-%95%-%-%-%-%-%-%-%-%4%30%

--**3-------33Very Satisfied
-%-%12%5%74%-%-%-%-%-%-%-%38%26%

Have not Contacted / Not
Applicable (DO NOT READ

----1-------12OUT)
-%-%-%-%26%-%-%-%-%-%-%-%13%13%

Don't Know / (DO NOT
--*---------**READ OUT)
-%-%63%-%-%-%-%-%-%-%-%-%4%2%

--*23-------47NET: Satisfied
-%-%12%100%74%-%-%-%-%-%-%-%42%56%

-**---------**NET: Dissatisfied
-%100%25%-%-%-%-%-%-%-%-%-%1%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
3988228-14-716Unweighted total
34841*7-*4-512Weighted total

-*-*-*--*---*Very Dissatisfied
-%1%-%1%-%31%-%-%100%-%-%-%*%

-*-*--------*Fairly Dissatisfied
-%3%-%3%-%-%-%-%-%-%-%-%1%

Neither Satisfied Nor
---3--3--3--3Dissatisfied
-%-%-%84%-%-%49%-%-%91%-%-%28%

2*4*-**--*-*4Fairly Satisfied
61%9%44%2%-%69%3%-%-%6%-%2%30%

*33*--3--*-33Very Satisfied
2%80%37%2%-%-%45%-%-%3%-%68%26%

Have not Contacted / Not
Applicable (DO NOT READ

1-2-1------12OUT)
37%-%19%-%95%-%-%-%-%-%-%23%13%

Don't Know / (DO NOT
-*-**-*----**READ OUT)
-%8%-%7%5%-%3%-%-%-%-%6%2%

237*-*3--*-37NET: Satisfied
63%88%81%5%-%69%48%-%-%9%-%70%56%

-*-*-*--*---*NET: Dissatisfied
-%4%-%4%-%31%-%-%100%-%-%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-18593186416Unweighted total
-*2262*45212Weighted total

--*-*-*-*-*Very Dissatisfied
-%-%2%-%1%-%100%-%1%-%*%

--*----*--*Fairly Dissatisfied
-%-%6%-%-%-%-%3%-%-%1%

Neither Satisfied Nor
----22--223Dissatisfied
-%-%-%-%26%86%-%-%33%82%28%

-*****-***4Fairly Satisfied
-%100%17%14%2%11%-%9%2%11%30%

--123--33*3Very Satisfied
-%-%59%86%51%-%-%81%60%4%26%

Have not Contacted / Not
Applicable (DO NOT READ

----1-----2OUT)
-%-%-%-%17%-%-%-%-%-%13%

Don't Know / (DO NOT
--*-**-****READ OUT)
-%-%15%-%4%3%-%8%5%3%2%

-*223*-33*7NET: Satisfied
-%100%77%100%52%11%-%89%62%15%56%

--*-*-***-*NET: Dissatisfied
-%-%8%-%1%-%100%3%1%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-67778-179-35416Unweighted total
-13533-*67-33312Weighted total

-*****--*---*-*Very Dissatisfied
-%7%2%1%2%2%-%-%1%-%-%-%1%-%*%

-**-**------*-*Fairly Dissatisfied
-%18%4%-%4%4%-%-%-%-%-%-%4%-%1%

Neither Satisfied Nor
---3----33----3Dissatisfied
-%-%-%70%-%-%-%-%58%48%-%-%-%-%28%

-*****--**-22*4Fairly Satisfied
-%16%12%7%9%12%-%-%6%5%-%61%54%7%30%

-*2122--13---23Very Satisfied
-%15%71%21%75%72%-%-%18%44%-%-%-%61%26%

Have not Contacted / Not
Applicable (DO NOT READ

--------1--1112OUT)
-%-%-%-%-%-%-%-%18%-%-%37%33%32%13%

Don't Know / (DO NOT
-*****-*-*-**-*READ OUT)
-%45%11%1%11%10%-%100%-%3%-%2%7%-%2%

-*2122--14-2227NET: Satisfied
-%31%83%28%83%84%-%-%24%49%-%61%54%68%56%

-*****--*---*-*NET: Dissatisfied
-%25%6%1%6%6%-%-%1%-%-%-%5%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-1--4101163616Unweighted total
-2--15**45612Weighted total

-----*----**Very Dissatisfied
-%-%-%-%-%1%-%-%-%-%1%*%

----**-----*Fairly Dissatisfied
-%-%-%-%23%2%-%-%-%-%-%1%

Neither Satisfied Nor
-2---3--2333Dissatisfied
-%100%-%-%-%64%-%-%43%76%59%28%

-----****-*4Fairly Satisfied
-%-%-%-%-%6%100%100%8%-%4%30%

----*1--2-13Very Satisfied
-%-%-%-%19%21%-%-%48%-%18%26%

Have not Contacted / Not
Applicable (DO NOT READ

---------112OUT)
-%-%-%-%-%-%-%-%-%24%18%13%

Don't Know / (DO NOT
----**--*--*READ OUT)
-%-%-%-%58%5%-%-%1%-%-%2%

----*2**2-17NET: Satisfied
-%-%-%-%19%28%100%100%56%-%22%56%

----**----**NET: Dissatisfied
-%-%-%-%23%3%-%-%-%-%1%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
83-9-81610161416151616Unweighted total
52-5-7128121112111212Weighted total

*--*-**-******Very Dissatisfied
1%-%-%1%-%1%*%-%*%*%*%*%*%*%

-*-*--********Fairly Dissatisfied
-%6%-%2%-%-%1%1%1%1%1%1%1%1%

Neither Satisfied Nor
22-2-333333333Dissatisfied

34%82%-%33%-%50%28%43%28%32%28%31%28%28%

*--*-242444444Fairly Satisfied
6%-%-%2%-%29%30%24%30%34%30%33%30%30%

3--3-*31333333Very Satisfied
58%-%-%57%-%1%26%15%26%29%26%28%26%26%

Have not Contacted / Not
Applicable (DO NOT READ

-----1212-2*22OUT)
-%-%-%-%-%15%13%13%13%-%13%4%13%13%

Don't Know / (DO NOT
**-*-*********READ OUT)
1%12%-%5%-%3%2%3%2%3%2%3%2%2%

3--3-273777777NET: Satisfied
64%-%-%59%-%30%56%39%56%64%56%61%56%56%

**-*-*********NET: Dissatisfied
1%6%-%3%-%1%1%1%1%2%1%1%1%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
798162113-165816Unweighted total
66426*93-1221012Weighted total

-**--*---*--*Very Dissatisfied
-%1%1%-%-%31%-%-%-%*%-%-%*%

*-----*--**-*Fairly Dissatisfied
2%-%-%-%-%-%1%-%-%1%5%-%1%

Neither Satisfied Nor
-32-2-3--3-33Dissatisfied
-%56%38%-%29%-%37%-%-%28%-%36%28%

3**22*22-4224Fairly Satisfied
54%6%2%100%30%69%19%64%-%30%92%17%30%

211-2-3--3-33Very Satisfied
31%20%27%-%32%-%34%-%-%26%-%32%26%

Have not Contacted / Not
Applicable (DO NOT READ

*11-*-*1-2-22OUT)
8%17%25%-%8%-%5%36%-%13%-%16%13%

Don't Know / (DO NOT
*-*---*--**-*READ OUT)
5%-%7%-%-%-%3%-%-%2%2%-%2%

52124*52-7257NET: Satisfied
85%25%29%100%63%69%53%64%-%56%92%48%56%

***--**--**-*NET: Dissatisfied
2%1%1%-%-%31%1%-%-%1%5%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4-12-2232616Unweighted total
--2-*1-1111212Weighted total

--*--------**Very Dissatisfied
-%-%2%-%-%-%-%-%-%-%-%2%*%

----*-----***Fairly Dissatisfied
-%-%-%-%100%-%-%-%-%-%10%5%1%

Neither Satisfied Nor
------------3Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%28%

------------4Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%30%

--1--1-1*1-13Very Satisfied
-%-%50%-%-%100%-%100%5%95%-%47%26%

Have not Contacted / Not
Applicable (DO NOT READ

--1-----1-112OUT)
-%-%48%-%-%-%-%-%95%-%90%44%13%

Don't Know / (DO NOT
---------*-**READ OUT)
-%-%-%-%-%-%-%-%-%5%-%2%2%

--1--1-1*1-17NET: Satisfied
-%-%50%-%-%100%-%100%5%95%-%47%56%

--*-*-----***NET: Dissatisfied
-%-%2%-%100%-%-%-%-%-%10%7%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Dec' 2018Oct' 2018Sep' 2018Jul' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*g*f*e*d*c*b*aSignificance Level: 95%
2563112361216Unweighted total
452122322**12Weighted total

--*-----*--*Very Dissatisfied
-%-%2%-%-%-%-%-%2%-%-%*%

--*-----*--*Fairly Dissatisfied
-%-%5%-%-%-%-%-%5%-%-%1%

Neither Satisfied Nor
22---22----3Dissatisfied

48%31%-%-%-%100%49%-%-%-%-%28%

-4----22---4Fairly Satisfied
-%69%-%-%-%-%51%100%-%-%-%30%

2-1*2---1-*3Very Satisfied
52%-%47%12%100%-%-%-%47%-%29%26%

Have not Contacted / Not
Applicable (DO NOT READ

--1*----1*-2OUT)
-%-%44%59%-%-%-%-%44%100%-%13%

Don't Know / (DO NOT
--**----*-**READ OUT)
-%-%2%29%-%-%-%-%2%-%71%2%

241*2-221-*7NET: Satisfied
52%69%47%12%100%-%51%100%47%-%29%56%

--*-----*--*NET: Dissatisfied
-%-%7%-%-%-%-%-%7%-%-%1%
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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 who have had a problem with TNT Express in the last 6 months (QOP3=14)

Columns Tested: a,b,c,d,e,f,g - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
9188131927103453Unweighted total
4279133*114547Weighted total

-2-33----1010Very Dissatisfied
-%100%-%33%27%-%-%-%-%23%21%

2--1*1-1-56Fairly Dissatisfied
43%-%-%12%2%19%-%60%-%12%13%

Neither Satisfied Nor
2-*-41-*11010Dissatisfied

44%-%5%-%31%26%-%11%42%22%22%

*-*121**134Fairly Satisfied
2%-%4%13%18%32%58%5%40%8%9%

*-6411***1414Very Satisfied
11%-%91%43%5%23%42%23%18%31%31%

Have not Contacted / Not
Applicable (DO NOT READ

----1----11OUT)
-%-%-%-%8%-%-%-%-%2%2%

Don't Know / (DO NOT
----1----11READ OUT)
-%-%-%-%8%-%-%-%-%2%2%

1-6531**11719NET: Satisfied
13%-%95%56%23%55%100%28%58%39%40%

22-441-1-1516NET: Dissatisfied
43%100%-%44%29%19%-%60%-%35%34%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
663382649-253753Unweighted total
221432869-171947Weighted total

---10-2-4--4-110Very Dissatisfied
-%-%-%23%-%23%-%41%-%-%49%-%12%21%

1*-5-2-*-*2-16Fairly Dissatisfied
40%17%-%12%-%23%-%3%-%13%24%-%12%13%

Neither Satisfied Nor
*1-10-242-1-*110Dissatisfied
6%39%-%22%-%25%55%21%-%87%-%12%15%22%

***4**3*---*-4Fairly Satisfied
3%27%23%8%6%3%45%2%-%-%-%12%-%9%

1**1322-2--2-514Very Satisfied
50%17%77%30%94%26%-%21%-%-%27%-%61%31%

Have not Contacted / Not
Applicable (DO NOT READ

---1-------1-1OUT)
-%-%-%2%-%-%-%-%-%-%-%76%-%2%

Don't Know / (DO NOT
---1---1-----1READ OUT)
-%-%-%2%-%-%-%12%-%-%-%-%-%2%

111162232--2*519NET: Satisfied
53%44%100%38%100%29%45%23%-%-%27%12%61%40%

1*-15-4-4-*5-216NET: Dissatisfied
40%17%-%35%-%47%-%44%-%13%73%-%24%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
44912411321263-8-53Unweighted total
44310381112264-3-47Weighted total

-10372-25--2-10Very Dissatisfied
-%23%29%19%15%-%100%18%-%-%55%-%21%

-6*62--4--*-6Fairly Dissatisfied
-%14%2%15%17%-%-%14%-%-%8%-%13%

Neither Satisfied Nor
-1038**-82-*-10Dissatisfied
-%24%28%21%1%8%-%32%53%-%5%-%22%

-4*421-1--1-4Fairly Satisfied
-%10%1%11%16%92%-%3%-%-%17%-%9%

4104115--72-*-14Very Satisfied
100%24%40%28%42%-%-%29%47%-%16%-%31%

Have not Contacted / Not
Applicable (DO NOT READ

-1-11-------1OUT)
-%2%-%3%9%-%-%-%-%-%-%-%2%

Don't Know / (DO NOT
-1-1---1----1READ OUT)
-%2%-%3%-%-%-%4%-%-%-%-%2%

41441571-82-1-19NET: Satisfied
100%34%41%39%58%92%-%32%47%-%33%-%40%

-163134-29--2-16NET: Dissatisfied
-%37%31%34%32%-%100%33%-%-%62%-%34%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 155  (continuation)                                                                                                                                                  Page 2762

Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2691725153Unweighted total
19111624547Weighted total

3242810Very Dissatisfied
14%17%23%80%18%21%

321-66Fairly Dissatisfied
15%19%7%-%13%13%

Neither Satisfied Nor
3*7-1010Dissatisfied

15%1%48%-%23%22%

2*2*44Fairly Satisfied
10%1%14%20%8%9%

851-1414Very Satisfied
40%52%8%-%32%31%

Have not Contacted / Not
Applicable (DO NOT READ

1---11OUT)
6%-%-%-%2%2%

Don't Know / (DO NOT
-1--11READ OUT)
-%10%-%-%2%2%

1063*1819NET: Satisfied
50%53%22%20%41%40%

64521416NET: Dissatisfied
29%36%30%80%31%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
341361241--2118221953Unweighted total
24166542--**23192347Weighted total

172-10------1910Very Dissatisfied
4%43%30%-%24%-%-%-%-%-%-%6%39%21%

5-124--*-2*316Fairly Dissatisfied
20%-%17%42%9%-%-%70%-%100%5%14%5%13%

Neither Satisfied Nor
353110-----12810Dissatisfied

11%30%44%14%23%-%-%-%-%-%26%11%34%22%

22-*4--*--*124Fairly Satisfied
8%14%-%8%9%-%-%30%-%-%11%8%10%9%

1221212---*-210314Very Satisfied
48%13%9%37%30%-%-%-%100%-%59%51%12%31%

Have not Contacted / Not
Applicable (DO NOT READ

1---1------1-1OUT)
4%-%-%-%3%-%-%-%-%-%-%6%-%2%

Don't Know / (DO NOT
1---1------1-1READ OUT)
4%-%-%-%3%-%-%-%-%-%-%6%-%2%

1441216--**-211519NET: Satisfied
56%27%9%44%39%-%-%30%100%-%69%59%22%40%

673214--*-2*41016NET: Dissatisfied
24%43%47%42%33%-%-%70%-%100%5%19%44%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*baSignificance Level: 95%
-1--142841213734283353Unweighted total
-*--*12936173030232947Weighted total

------662663510Very Dissatisfied
-%-%-%-%-%-%22%18%11%21%21%12%18%21%

----**25232226Fairly Dissatisfied
-%-%-%-%100%38%7%14%12%11%8%10%8%13%

Neither Satisfied Nor
-----*683466610Dissatisfied
-%-%-%-%-%16%19%22%20%13%19%25%19%22%

-*---*23142224Fairly Satisfied
-%100%-%-%-%19%8%9%3%14%8%11%9%9%

-----*12129101291214Very Satisfied
-%-%-%-%-%28%41%34%54%34%40%42%42%31%

Have not Contacted / Not
Applicable (DO NOT READ

------1--11-11OUT)
-%-%-%-%-%-%4%-%-%4%4%-%4%2%

Don't Know / (DO NOT
-------1-1---1READ OUT)
-%-%-%-%-%-%-%3%-%4%-%-%-%2%

-*---*1415101415121519NET: Satisfied
-%100%-%-%-%46%49%43%57%47%49%53%51%40%

----**81141095816NET: Dissatisfied
-%-%-%-%100%38%29%31%23%33%29%23%26%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-145105----1143153Unweighted total
-68105----2*42447Weighted total

--33--------610Very Dissatisfied
-%-%34%33%-%-%-%-%-%-%-%-%27%21%

-2-------2-*16Fairly Dissatisfied
-%41%-%-%-%-%-%-%-%100%-%6%6%13%

Neither Satisfied Nor
-1-5--------410Dissatisfied
-%14%-%47%-%-%-%-%-%-%-%-%16%22%

-*-*2-----*-44Fairly Satisfied
-%6%-%3%33%-%-%-%-%-%100%-%16%9%

-2623------4614Very Satisfied
-%38%66%17%48%-%-%-%-%-%-%94%26%31%

Have not Contacted / Not
Applicable (DO NOT READ

----1-------11OUT)
-%-%-%-%19%-%-%-%-%-%-%-%4%2%

Don't Know / (DO NOT
------------11READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%4%2%

-3624-----*41019NET: Satisfied
-%44%66%20%81%-%-%-%-%-%100%94%42%40%

-233-----2-*816NET: Dissatisfied
-%41%34%33%-%-%-%-%-%100%-%6%33%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*ab*a*c*ba*e*d*c*b*aSignificance Level: 95%
6283716233211886453Unweighted total
5253215**29*10106347Weighted total

2564--6-14-210Very Dissatisfied
35%18%20%24%-%-%22%-%11%36%-%56%21%

-26**-3-2-*16Fairly Dissatisfied
-%9%17%2%45%-%11%-%22%-%2%35%13%

Neither Satisfied Nor
3364-*4-112*10Dissatisfied

60%11%19%28%-%38%13%-%10%9%30%3%22%

-24*-*4-22*-4Fairly Satisfied
-%10%12%2%-%62%13%-%15%20%8%-%9%

*1295*-10*244*14Very Satisfied
5%47%28%36%55%-%34%100%21%36%60%6%31%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1--1-1---1OUT)
-%4%-%7%-%-%4%-%11%-%-%-%2%

Don't Know / (DO NOT
--1---1-1---1READ OUT)
-%-%3%-%-%-%4%-%11%-%-%-%2%

*14136**14*464*19NET: Satisfied
5%57%40%38%55%62%47%100%36%55%68%6%40%

27124*-10-34*316NET: Dissatisfied
35%28%37%26%45%-%33%-%33%36%2%91%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*b*a*b*aSignificance Level: 95%
-6301533412724453Unweighted total
-32713282*2520347Weighted total

--526--55-10Very Dissatisfied
-%-%20%13%23%-%-%18%23%-%21%

-*2*3--22-6Fairly Dissatisfied
-%4%9%1%12%-%-%10%12%-%13%

Neither Satisfied Nor
-3544*-31*10Dissatisfied
-%75%19%28%13%6%-%11%4%3%22%

-*2*4**24*4Fairly Satisfied
-%7%9%3%13%26%100%10%20%8%9%

-*10610--128214Very Satisfied
-%14%39%46%36%-%-%47%41%55%31%

Have not Contacted / Not
Applicable (DO NOT READ

--11-1-1-11OUT)
-%-%4%8%-%68%-%4%-%34%2%

Don't Know / (DO NOT
----1-----1READ OUT)
-%-%-%-%4%-%-%-%-%-%2%

-113614**1412219NET: Satisfied
-%21%48%49%48%26%100%57%61%63%40%

-*8210--77-16NET: Dissatisfied
-%4%29%14%35%-%-%28%35%-%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*ba*d*c*b*aSignificance Level: 95%
-1524152327181930-4221353Unweighted total
-1519101824251226-1181147Weighted total

-431142126--2110Very Dissatisfied
-%23%14%10%6%15%100%21%15%24%-%-%10%10%21%

-22*22--3*-*2*6Fairly Dissatisfied
-%15%12%3%13%10%-%-%28%1%-%13%13%1%13%

Neither Satisfied Nor
-23133-114-16410Dissatisfied
-%14%14%8%15%11%-%14%7%14%-%70%31%35%22%

-*2222-*14--2*4Fairly Satisfied
-%1%13%15%14%10%-%3%8%15%-%-%13%3%9%

-686912-2410-*6514Very Satisfied
-%39%42%54%52%49%-%41%34%38%-%17%34%51%31%

Have not Contacted / Not
Applicable (DO NOT READ

-111-1-111----1OUT)
-%7%6%10%-%4%-%21%9%4%-%-%-%-%2%

Don't Know / (DO NOT
---------1----1READ OUT)
-%-%-%-%-%-%-%-%-%4%-%-%-%-%2%

-61171214-2514-*8619NET: Satisfied
-%40%55%68%66%60%-%44%42%53%-%17%46%54%40%

-651362157-*4116NET: Dissatisfied
-%38%26%13%19%25%100%21%43%25%-%13%23%11%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-31622351171353Unweighted total
-3-2151511641047Weighted total

-1-242--1--10Very Dissatisfied
-%34%-%90%23%11%-%-%18%-%-%21%

---*22--*226Fairly Dissatisfied
-%-%-%7%15%15%-%-%2%54%20%13%

Neither Satisfied Nor
----23*13*-10Dissatisfied
-%-%-%-%13%17%37%61%44%6%-%22%

---**3**1*14Fairly Satisfied
-%-%-%2%2%17%37%20%15%3%9%9%

-2--65****614Very Satisfied
-%66%-%-%39%32%27%19%2%8%60%31%

Have not Contacted / Not
Applicable (DO NOT READ

----11--1111OUT)
-%-%-%-%7%7%-%-%18%29%11%2%

Don't Know / (DO NOT
-----------1READ OUT)
-%-%-%-%-%-%-%-%-%-%-%2%

-2-*67**1*719NET: Satisfied
-%66%-%2%42%50%63%39%17%11%69%40%

-1-264--12216NET: Dissatisfied
-%34%-%98%38%26%-%-%21%54%20%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2213-311215240525051454953Unweighted total
1614-28*134638464446384447Weighted total

34-6-31010108109810Very Dissatisfied
18%25%-%23%-%22%22%27%22%19%22%23%19%21%

12-3-365646466Fairly Dissatisfied
4%14%-%10%-%21%13%12%13%10%13%10%13%13%

Neither Satisfied Nor
4*-4-1101010101091010Dissatisfied

25%3%-%16%-%6%23%27%23%24%23%23%24%22%

22-1*143343334Fairly Satisfied
10%15%-%5%100%5%9%8%7%10%7%8%7%9%

66-12-5139141414131414Very Satisfied
36%43%-%43%-%37%28%23%31%33%31%33%32%31%

Have not Contacted / Not
Applicable (DO NOT READ

1--1--1-111111OUT)
7%-%-%4%-%-%2%-%2%2%2%3%2%2%

Don't Know / (DO NOT
-----111111-11READ OUT)
-%-%-%-%-%8%2%3%2%2%2%-%2%2%

88-13*51712181817161719NET: Satisfied
46%58%-%48%100%42%37%31%38%42%38%41%39%40%

46-9-61615161316131416NET: Dissatisfied
22%39%-%33%-%43%35%39%35%29%35%34%32%34%
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Table 155  (continuation)                                                                                                                                                  Page 2771

Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*ba*b*aSignificance Level: 95%
242912112952919-5382953Unweighted total
212612122332916-4762447Weighted total

28253-91-102310Very Dissatisfied
9%31%16%46%12%-%31%7%-%21%29%11%21%

33*33*5*-6116Fairly Dissatisfied
15%11%1%25%12%5%19%3%-%13%10%6%13%

Neither Satisfied Nor
38524253-102510Dissatisfied

14%29%38%18%16%77%19%18%-%22%28%19%22%

23**4*22-4*44Fairly Satisfied
8%10%*%1%17%2%7%15%-%9%8%15%9%

1045*9*59-1421114Very Satisfied
50%16%44%2%38%17%17%58%-%31%26%45%31%

Have not Contacted / Not
Applicable (DO NOT READ

-1-1--1--1--1OUT)
-%4%-%9%-%-%4%-%-%2%-%-%2%

Don't Know / (DO NOT
1---1-1--1-11READ OUT)
5%-%-%-%5%-%4%-%-%2%-%4%2%

1275*131711-1921519NET: Satisfied
57%25%45%3%56%19%24%72%-%40%33%60%40%

511285*141-162416NET: Dissatisfied
24%42%17%70%24%5%50%9%-%34%39%17%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
11421112231553Unweighted total
1*121*11221247Weighted total

------------10Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%21%

--*---------6Fairly Dissatisfied
-%-%59%-%-%-%-%-%-%-%-%-%13%

Neither Satisfied Nor
---1------1110Dissatisfied
-%-%-%50%-%-%-%-%-%-%100%45%22%

1-*--*-111-*4Fairly Satisfied
100%-%41%-%-%100%-%100%50%53%-%7%9%

-*---------*14Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%2%31%

Have not Contacted / Not
Applicable (DO NOT READ

----1-1-11-11OUT)
-%-%-%-%100%-%100%-%50%47%-%45%2%

Don't Know / (DO NOT
---1--------1READ OUT)
-%-%-%50%-%-%-%-%-%-%-%-%2%

1**--*-111-*19NET: Satisfied
100%100%41%-%-%100%-%100%50%53%-%9%40%

--*---------16NET: Dissatisfied
-%-%59%-%-%-%-%-%-%-%-%-%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
224647231032853Unweighted total
444334225421147Weighted total

--22--1--42-10Very Dissatisfied
-%-%46%56%-%-%53%-%-%88%95%-%21%

---1**-1*--46Fairly Dissatisfied
-%-%-%18%10%3%-%64%6%-%-%32%13%

Neither Satisfied Nor
222-**1-1**210Dissatisfied

50%50%46%-%10%2%47%-%25%12%5%16%22%

-2*1-*--1---4Fairly Satisfied
-%50%4%18%-%8%-%-%26%-%-%-%9%

2-**24-1*--614Very Satisfied
50%-%4%8%81%87%-%36%1%-%-%51%31%

Have not Contacted / Not
Applicable (DO NOT READ

--------1---1OUT)
-%-%-%-%-%-%-%-%21%-%-%-%2%

Don't Know / (DO NOT
--------1---1READ OUT)
-%-%-%-%-%-%-%-%21%-%-%-%2%

22*124-11--619NET: Satisfied
50%50%9%26%81%94%-%36%27%-%-%51%40%

--23**11*42416NET: Dissatisfied
-%-%46%74%10%3%53%64%6%88%95%32%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
817151353Unweighted total

111091747Weighted total

221510Very Dissatisfied
16%18%12%31%21%

-1146Fairly Dissatisfied
-%10%16%21%13%

Neither Satisfied Nor
6*2210Dissatisfied

49%3%25%14%22%

211-4Fairly Satisfied
17%9%15%-%9%

261614Very Satisfied
18%59%7%33%31%

Have not Contacted / Not
Applicable (DO NOT READ

--1-1OUT)
-%-%12%-%2%

Don't Know / (DO NOT
--1-1READ OUT)
-%-%12%-%2%

472619NET: Satisfied
36%69%22%33%40%

232916NET: Dissatisfied
16%28%28%52%34%
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Professionalism and handling of any query / complaint (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
9188131927103453Unweighted total
4279133*114547Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

2--1-----55Fairly Dissatisfied
40%-%-%12%-%-%-%-%-%10%10%

Neither Satisfied Nor
*2-14*-*-67Dissatisfied
3%100%-%12%28%14%-%44%-%14%14%

2-2-41**11213Fairly Satisfied
46%-%37%-%31%55%58%44%61%27%28%

*-4631***1919Very Satisfied
11%-%61%71%20%27%42%12%32%42%41%

Have not Contacted / Not
Applicable (DO NOT READ

---*1----22OUT)
-%-%-%5%8%-%-%-%-%3%3%

Don't Know / (DO NOT
--*-2*--*22READ OUT)
-%-%2%-%12%4%-%-%7%3%3%

2-6672**13033NET: Satisfied
57%-%98%71%52%82%100%56%93%68%69%

2--1-----55NET: Dissatisfied
40%-%-%12%-%-%-%-%-%10%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
663382649-253753Unweighted total
221432869-171947Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---5-2----2-15Fairly Dissatisfied
-%-%-%11%-%23%-%-%-%-%24%-%12%10%

Neither Satisfied Nor
*--7--22-*2-17Dissatisfied

15%-%-%15%-%-%28%20%-%13%25%-%12%14%

-1*13*422--2*213Fairly Satisfied
-%45%7%29%6%51%28%27%-%-%24%24%25%28%

1*1172234-12-419Very Satisfied
53%22%93%40%94%26%43%41%-%87%27%-%51%41%

Have not Contacted / Not
Applicable (DO NOT READ

*--1-------1-2OUT)
31%-%-%2%-%-%-%-%-%-%-%76%-%3%

Don't Know / (DO NOT
-1-1---1-----2READ OUT)
-%33%-%2%-%-%-%12%-%-%-%-%-%3%

111302656-14*733NET: Satisfied
53%67%100%69%100%77%72%68%-%87%51%24%76%69%

---5-2----2-15NET: Dissatisfied
-%-%-%11%-%23%-%-%-%-%24%-%12%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
44912411321263-8-53Unweighted total
44310381112264-3-47Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-52--3----5Fairly Dissatisfied
-%11%-%12%15%-%-%11%-%-%-%-%10%

Neither Satisfied Nor
-734**23--2-7Dissatisfied
-%16%30%10%2%8%100%11%-%-%55%-%14%

2113114--72-1-13Fairly Satisfied
49%26%28%28%31%-%-%29%50%-%17%-%28%

21731641-122-*-19Very Satisfied
51%40%35%42%39%92%-%45%47%-%13%-%41%

Have not Contacted / Not
Applicable (DO NOT READ

-2*12-------2OUT)
-%4%5%3%13%-%-%-%-%-%-%-%3%

Don't Know / (DO NOT
-2*2---1*-*-2READ OUT)
-%4%1%4%-%-%-%4%3%-%16%-%3%

42862781-194-1-33NET: Satisfied
100%66%64%70%69%92%-%74%97%-%30%-%69%

-5-52--3----5NET: Dissatisfied
-%11%-%12%15%-%-%11%-%-%-%-%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2691725153Unweighted total
19111624547Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

-21-55Fairly Dissatisfied
-%16%7%-%10%10%

Neither Satisfied Nor
322-77Dissatisfied

16%17%12%-%15%14%

526-1313Fairly Satisfied
27%22%38%-%30%28%

94721719Very Satisfied
46%34%43%80%39%41%

Have not Contacted / Not
Applicable (DO NOT READ

2---22OUT)
8%-%-%-%3%3%

Don't Know / (DO NOT
*1**12READ OUT)
3%10%1%20%3%3%

1461323133NET: Satisfied
73%56%81%80%69%69%

-21-55NET: Dissatisfied
-%16%7%-%10%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
341361241--2118221953Unweighted total
24166542--**23192347Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

221-5------235Fairly Dissatisfied
7%11%17%-%11%-%-%-%-%-%-%9%13%10%

Neither Satisfied Nor
142*7-----*157Dissatisfied
6%21%29%4%16%-%-%-%-%-%8%6%23%14%

67-310--*-213713Fairly Satisfied
25%44%-%57%25%-%-%70%-%100%33%16%32%28%

1333217--**-211719Very Satisfied
52%19%54%38%41%-%-%30%100%-%59%56%29%41%

Have not Contacted / Not
Applicable (DO NOT READ

2---2------2-2OUT)
6%-%-%-%4%-%-%-%-%-%-%8%-%3%

Don't Know / (DO NOT
11--2------112READ OUT)
4%4%-%-%4%-%-%-%-%-%-%6%3%3%

19113528--**23141433NET: Satisfied
76%64%54%96%66%-%-%100%100%100%92%71%61%69%

221-5------235NET: Dissatisfied
7%11%17%-%11%-%-%-%-%-%-%9%13%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*baSignificance Level: 95%
-1--142841213734283353Unweighted total
-*--*12936173030232947Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------223---5Fairly Dissatisfied
-%-%-%-%-%-%-%5%10%10%-%-%-%10%

Neither Satisfied Nor
----**55235347Dissatisfied
-%-%-%-%100%16%16%14%11%11%17%14%14%14%

-----*1013591191113Fairly Satisfied
-%-%-%-%-%57%35%36%29%31%36%39%37%28%

-*---*121481213111319Very Satisfied
-%100%-%-%-%28%43%39%50%40%42%46%44%41%

Have not Contacted / Not
Applicable (DO NOT READ

------2*-12-22OUT)
-%-%-%-%-%-%5%1%-%4%5%-%5%3%

Don't Know / (DO NOT
------*2-2***2READ OUT)
-%-%-%-%-%-%*%5%-%5%*%*%*%3%

-*---12327132123192333NET: Satisfied
-%100%-%-%-%84%78%76%79%70%78%86%81%69%

-------223---5NET: Dissatisfied
-%-%-%-%-%-%-%5%10%10%-%-%-%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-145105----1143153Unweighted total
-68105----2*42447Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------35Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%12%10%

Neither Satisfied Nor
-*32--------37Dissatisfied
-%7%34%17%-%-%-%-%-%-%-%-%14%14%

-3242----2**713Fairly Satisfied
-%52%23%38%33%-%-%-%-%100%100%6%29%28%

-2452------4819Very Satisfied
-%41%43%45%39%-%-%-%-%-%-%94%34%41%

Have not Contacted / Not
Applicable (DO NOT READ

----2-------12OUT)
-%-%-%-%28%-%-%-%-%-%-%-%4%3%

Don't Know / (DO NOT
---*--------22READ OUT)
-%-%-%1%-%-%-%-%-%-%-%-%7%3%

-5684----2*41533NET: Satisfied
-%93%66%82%72%-%-%-%-%100%100%100%63%69%

------------35NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%12%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*ab*a*c*ba*e*d*c*b*aSignificance Level: 95%
6283716233211886453Unweighted total
5253215**29*10106347Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--5---3--2-15Fairly Dissatisfied
-%-%14%-%-%-%10%-%-%18%-%35%10%

Neither Satisfied Nor
2352*-3-12**7Dissatisfied

37%13%14%14%45%-%11%-%12%18%2%3%14%

-1176-*9-422213Fairly Satisfied
-%43%22%41%-%45%31%-%35%20%32%56%28%

310145**12*353*19Very Satisfied
63%38%43%37%55%55%39%100%32%45%56%6%41%

Have not Contacted / Not
Applicable (DO NOT READ

-2*1--1-1---2OUT)
-%6%1%7%-%-%4%-%11%-%-%-%3%

Don't Know / (DO NOT
-*2*--2-1-1-2READ OUT)
-%*%5%1%-%-%6%-%11%-%10%-%3%

3202112**21*775233NET: Satisfied
63%81%65%78%55%100%70%100%67%64%88%62%69%

--5---3--2-15NET: Dissatisfied
-%-%14%-%-%-%10%-%-%18%-%35%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*b*a*b*aSignificance Level: 95%
-6301533412724453Unweighted total
-32713282*2520347Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----3-----5Fairly Dissatisfied
-%-%-%-%10%-%-%-%-%-%10%

Neither Satisfied Nor
-*4*3--33-7Dissatisfied
-%4%15%1%11%-%-%13%16%-%14%

-31079*-119*13Fairly Satisfied
-%82%38%50%31%26%-%43%45%8%28%

--11512-*97219Very Satisfied
-%-%41%36%42%-%100%38%36%55%41%

Have not Contacted / Not
Applicable (DO NOT READ

-*22-1-2-12OUT)
-%14%6%12%-%68%-%6%-%34%3%

Don't Know / (DO NOT
---*2*-***2READ OUT)
-%-%-%1%5%6%-%*%2%3%3%

-3211121**2016233NET: Satisfied
-%82%79%86%73%26%100%81%81%63%69%

----3-----5NET: Dissatisfied
-%-%-%-%10%-%-%-%-%-%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*ba*d*c*b*aSignificance Level: 95%
-1524152327181930-4221353Unweighted total
-1519101824251226-1181147Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------32----5Fairly Dissatisfied
-%-%-%-%-%-%-%-%24%7%-%-%-%-%10%

Neither Satisfied Nor
-21112-1*3-*217Dissatisfied
-%13%6%13%7%9%-%21%3%11%-%13%12%11%14%

-8939112157-19513Fairly Satisfied
-%52%45%31%50%44%100%17%44%27%-%70%49%44%28%

-485810-2212-*7519Very Satisfied
-%24%40%44%42%40%-%41%17%44%-%17%40%43%41%

Have not Contacted / Not
Applicable (DO NOT READ

-221-2-111----2OUT)
-%10%8%10%-%6%-%21%9%4%-%-%-%-%3%

Don't Know / (DO NOT
-*****--*2---*2READ OUT)
-%1%1%1%1%*%-%-%4%6%-%-%-%1%3%

-11168172023819-116933NET: Satisfied
-%76%85%76%92%84%100%58%61%71%-%87%88%88%69%

--------32----5NET: Dissatisfied
-%-%-%-%-%-%-%-%24%7%-%-%-%-%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-31622351171353Unweighted total
-3-2151511641047Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----------5Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%10%

Neither Satisfied Nor
-1-*2*--1**7Dissatisfied
-%34%-%7%13%1%-%-%21%4%1%14%

-*-289*112413Fairly Satisfied
-%4%-%93%54%60%73%81%21%63%44%28%

-2--44**2*419Very Satisfied
-%61%-%-%23%29%27%19%30%5%39%41%

Have not Contacted / Not
Applicable (DO NOT READ

----22--1112OUT)
-%-%-%-%10%10%-%-%18%29%11%3%

Don't Know / (DO NOT
--------1-*2READ OUT)
-%-%-%-%-%-%-%-%10%-%5%3%

-2-212131133833NET: Satisfied
-%66%-%93%77%89%100%100%51%68%83%69%

-----------5NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%10%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 156  (continuation)                                                                                                                                                  Page 2786

The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*ba*d*cbaedcbaSignificance Level: 95%
2213-311215240525051454953Unweighted total
1614-28*134638464446384447Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----254535355Fairly Dissatisfied
-%-%-%-%-%14%10%9%10%7%10%8%11%10%

Neither Satisfied Nor
32-5-177777477Dissatisfied

19%14%-%18%-%10%15%18%15%16%15%10%15%14%

38-9*31313131213131313Fairly Satisfied
20%56%-%32%100%26%29%34%29%27%29%34%30%28%

84-12-51813181918161619Very Satisfied
51%30%-%45%-%38%39%35%39%44%39%42%37%41%

Have not Contacted / Not
Applicable (DO NOT READ

2--2-*2-222222OUT)
10%-%-%6%-%4%3%-%3%4%3%4%4%3%

Don't Know / (DO NOT
*--*-122222122READ OUT)
1%-%-%*%-%8%4%4%4%4%4%2%4%3%

1212-21*83126323131292933NET: Satisfied
71%86%-%76%100%64%68%69%68%70%68%77%67%69%

-----254535355NET: Dissatisfied
-%-%-%-%-%14%10%9%10%7%10%8%11%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*ba*b*aSignificance Level: 95%
242912112952919-5382953Unweighted total
212612122332916-4762447Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

14-32-5--5215Fairly Dissatisfied
5%13%-%25%7%-%16%-%-%10%29%4%10%

Neither Satisfied Nor
*7241*51-7217Dissatisfied
1%25%17%30%5%5%19%8%-%14%30%4%14%

58445293-13*713Fairly Satisfied
25%31%38%34%21%77%30%17%-%28%8%28%28%

1365*14*712-1921319Very Satisfied
61%25%44%3%58%2%25%76%-%41%33%55%41%

Have not Contacted / Not
Applicable (DO NOT READ

*1-1**1--2-*2OUT)
2%4%-%9%2%17%4%-%-%3%-%2%3%

Don't Know / (DO NOT
11*-2-2--2-22READ OUT)
5%2%1%-%7%-%6%-%-%3%-%6%3%

18151041921615-3332033NET: Satisfied
87%55%82%36%79%78%55%92%-%69%41%83%69%

14-32-5--5215NET: Dissatisfied
5%13%-%25%7%-%16%-%-%10%29%4%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
11421112231553Unweighted total
1*121*11221247Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------5Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%10%

Neither Satisfied Nor
------------7Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%14%

--*--*-*-*-*13Fairly Satisfied
-%-%91%-%-%100%-%10%-%5%-%5%28%

1**1---1111119Very Satisfied
100%100%9%50%-%-%-%90%50%47%100%50%41%

Have not Contacted / Not
Applicable (DO NOT READ

----1-1-11-12OUT)
-%-%-%-%100%-%100%-%50%47%-%45%3%

Don't Know / (DO NOT
---1--------2READ OUT)
-%-%-%50%-%-%-%-%-%-%-%-%3%

1*11-*-1111133NET: Satisfied
100%100%100%50%-%100%-%100%50%53%100%55%69%

------------5NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
224647231032853Unweighted total
444334225421147Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------1-2-25Fairly Dissatisfied
-%-%-%-%-%-%-%64%-%46%-%16%10%

Neither Satisfied Nor
--4*-*1---2-7Dissatisfied
-%-%91%4%-%3%53%-%-%-%100%-%14%

44**1*--12-213Fairly Satisfied
100%100%4%4%25%5%-%-%12%54%-%17%28%

--*323112--719Very Satisfied
-%-%4%78%75%78%47%36%45%-%-%68%41%

Have not Contacted / Not
Applicable (DO NOT READ

-----*--1---2OUT)
-%-%-%-%-%11%-%-%21%-%-%-%3%

Don't Know / (DO NOT
---*-*--1---2READ OUT)
-%-%-%14%-%2%-%-%21%-%-%-%3%

44*3341132-933NET: Satisfied
100%100%9%82%100%83%47%36%57%54%-%84%69%

-------1-2-25NET: Dissatisfied
-%-%-%-%-%-%-%64%-%46%-%16%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
817151353Unweighted total

111091747Weighted total

-----Very Dissatisfied
-%-%-%-%-%

--145Fairly Dissatisfied
-%-%12%21%10%

Neither Satisfied Nor
4*127Dissatisfied

32%3%12%11%14%

811413Fairly Satisfied
67%10%7%24%28%

*84719Very Satisfied
1%77%43%44%41%

Have not Contacted / Not
Applicable (DO NOT READ

-*1-2OUT)
-%5%12%-%3%

Don't Know / (DO NOT
-11-2READ OUT)
-%6%12%-%3%

8941133NET: Satisfied
68%87%51%68%69%

--145NET: Dissatisfied
-%-%12%21%10%
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The staff being polite and courteous (QOP3A98 Thinking about contacting Other (1st) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (1st) on the following aspects.)
Base: All who have had a problem with Other (1st) in the last 6 months (QOP3=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-1-12Unweighted total
*--*-*-*-*1Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*-----**Fairly Satisfied
-%-%-%100%-%-%-%-%-%100%90%

*----*-*--*Very Satisfied
100%-%-%-%-%100%-%100%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*--*-*-*-*1NET: Satisfied
100%-%-%100%-%100%-%100%-%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1---1-----2Unweighted total
*--*---*-----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------*Fairly Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%90%

---*---*-----*Very Satisfied
-%-%-%100%-%-%-%100%-%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----1NET: Satisfied
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2111-----1-2Unweighted total
-1***-----*-1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*-------*Fairly Satisfied
-%90%100%-%100%-%-%-%-%-%-%-%90%

-*-*------*-*Very Satisfied
-%10%-%100%-%-%-%-%-%-%100%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1***-----*-1NET: Satisfied
-%100%100%100%100%-%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
1---11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*---**Fairly Satisfied
90%-%-%-%90%90%

*---**Very Satisfied
10%-%-%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

1---11NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--11-----11-2Unweighted total
1--**-----**-1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*-*Fairly Satisfied
90%-%-%-%100%-%-%-%-%-%-%100%-%90%

*--*------*--*Very Satisfied
10%-%-%100%-%-%-%-%-%-%100%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--**-----**-1NET: Satisfied
100%-%-%100%100%-%-%-%-%-%100%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------22112122Unweighted total
------11**1*11Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------**--*-**Fairly Satisfied
-%-%-%-%-%-%90%90%-%-%90%-%90%90%

------********Very Satisfied
-%-%-%-%-%-%10%10%100%100%10%100%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11**1*11NET: Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1--1-------12Unweighted total
-*--*-------*1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--------*Fairly Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%-%90%

-*----------**Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-------*1NET: Satisfied
-%100%-%-%100%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-211--1--1--2Unweighted total
-1**--*--*--1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---------*Fairly Satisfied
-%90%100%-%-%-%-%-%-%-%-%-%90%

-*-*--*--*--*Very Satisfied
-%10%-%100%-%-%100%-%-%100%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**--*--*--1NET: Satisfied
-%100%100%100%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1211--21-2Unweighted total
-*1**--1*-1Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-***---*--*Fairly Satisfied
-%100%90%100%-%-%-%90%-%-%90%

--*-*--**-*Very Satisfied
-%-%10%-%100%-%-%10%100%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1**--1*-1NET: Satisfied
-%100%100%100%100%-%-%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-12-12-1-1---12Unweighted total
-*1-*1-*-*---*1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--------*Fairly Satisfied
-%100%90%-%-%90%-%-%-%-%-%-%-%-%90%

--*-**-*-*---**Very Satisfied
-%-%10%-%100%10%-%100%-%100%-%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1-*1-*-*---*1NET: Satisfied
-%100%100%-%100%100%-%100%-%100%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----12-1--12Unweighted total
----*1-*--*1Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----**-----*Fairly Satisfied
-%-%-%-%100%90%-%-%-%-%-%90%

-----*-*--**Very Satisfied
-%-%-%-%-%10%-%100%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----*1-*--*1NET: Satisfied
-%-%-%-%100%100%-%100%-%-%100%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11-2-121222222Unweighted total
**-1-*1*111111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-**-******Fairly Satisfied
100%-%-%90%-%100%90%-%90%90%90%90%90%90%

-*-*--********Very Satisfied
-%100%-%10%-%-%10%100%10%10%10%10%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-*1*111111NET: Satisfied
100%100%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
11-111-1-2-22Unweighted total
**-***-*-1-11Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---**---*-**Fairly Satisfied
100%-%-%-%100%100%-%-%-%90%-%90%90%

-*-*---*-*-**Very Satisfied
-%100%-%100%-%-%-%100%-%10%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-*-1-11NET: Satisfied
100%100%-%100%100%100%-%100%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1---------12Unweighted total
-*---------*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%90%

-*---------**Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*1NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 157  (continuation)                                                                                                                                                  Page 2805

Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Jul' 2018Apr' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
****1Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

*-*-*Fairly Satisfied
100%-%100%-%90%

-*-**Very Satisfied
-%100%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know / (DO NOT
-----READ OUT)
-%-%-%-%-%

****1NET: Satisfied
100%100%100%100%100%

-----NET: Dissatisfied
-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1-1-1-12Unweighted total
*--*-*-*-*1Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*-----**Fairly Satisfied
-%-%-%100%-%-%-%-%-%100%90%

*----*-*--*Very Satisfied
100%-%-%-%-%100%-%100%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*--*-*-*-*1NET: Satisfied
100%-%-%100%-%100%-%100%-%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1---1-----2Unweighted total
*--*---*-----1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------*Fairly Satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%90%

---*---*-----*Very Satisfied
-%-%-%100%-%-%-%100%-%-%-%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*---*-----1NET: Satisfied
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2111-----1-2Unweighted total
-1***-----*-1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-*-------*Fairly Satisfied
-%90%100%-%100%-%-%-%-%-%-%-%90%

-*-*------*-*Very Satisfied
-%10%-%100%-%-%-%-%-%-%100%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1***-----*-1NET: Satisfied
-%100%100%100%100%-%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
1---11Weighted total

------Very Dissatisfied
-%-%-%-%-%-%

------Fairly Dissatisfied
-%-%-%-%-%-%

Neither Satisfied Nor
------Dissatisfied
-%-%-%-%-%-%

*---**Fairly Satisfied
90%-%-%-%90%90%

*---**Very Satisfied
10%-%-%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

1---11NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--11-----11-2Unweighted total
1--**-----**-1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*------*-*Fairly Satisfied
90%-%-%-%100%-%-%-%-%-%-%100%-%90%

*--*------*--*Very Satisfied
10%-%-%100%-%-%-%-%-%-%100%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--**-----**-1NET: Satisfied
100%-%-%100%100%-%-%-%-%-%100%100%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------22112122Unweighted total
------11**1*11Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------**--*-**Fairly Satisfied
-%-%-%-%-%-%90%90%-%-%90%-%90%90%

------********Very Satisfied
-%-%-%-%-%-%10%10%100%100%10%100%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11**1*11NET: Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1--1-------12Unweighted total
-*--*-------*1Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----*--------*Fairly Satisfied
-%-%-%-%100%-%-%-%-%-%-%-%-%90%

-*----------**Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-------*1NET: Satisfied
-%100%-%-%100%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-211--1--1--2Unweighted total
-1**--*--*--1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---------*Fairly Satisfied
-%90%100%-%-%-%-%-%-%-%-%-%90%

-*-*--*--*--*Very Satisfied
-%10%-%100%-%-%100%-%-%100%-%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**--*--*--1NET: Satisfied
-%100%100%100%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1211--21-2Unweighted total
-*1**--1*-1Weighted total

-----------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-----------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-***---*--*Fairly Satisfied
-%100%90%100%-%-%-%90%-%-%90%

--*-*--**-*Very Satisfied
-%-%10%-%100%-%-%10%100%-%10%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1**--1*-1NET: Satisfied
-%100%100%100%100%-%-%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-12-12-1-1---12Unweighted total
-*1-*1-*-*---*1Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*--------*Fairly Satisfied
-%100%90%-%-%90%-%-%-%-%-%-%-%-%90%

--*-**-*-*---**Very Satisfied
-%-%10%-%100%10%-%100%-%100%-%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1-*1-*-*---*1NET: Satisfied
-%100%100%-%100%100%-%100%-%100%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----12-1--12Unweighted total
----*1-*--*1Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----**-----*Fairly Satisfied
-%-%-%-%100%90%-%-%-%-%-%90%

-----*-*--**Very Satisfied
-%-%-%-%-%10%-%100%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----*1-*--*1NET: Satisfied
-%-%-%-%100%100%-%100%-%-%100%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11-2-121222222Unweighted total
**-1-*1*111111Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-**-******Fairly Satisfied
100%-%-%90%-%100%90%-%90%90%90%90%90%90%

-*-*--********Very Satisfied
-%100%-%10%-%-%10%100%10%10%10%10%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-*1*111111NET: Satisfied
100%100%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
11-111-1-2-22Unweighted total
**-***-*-1-11Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---**---*-**Fairly Satisfied
100%-%-%-%100%100%-%-%-%90%-%90%90%

-*-*---*-*-**Very Satisfied
-%100%-%100%-%-%-%100%-%10%-%10%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***-*-1-11NET: Satisfied
100%100%-%100%100%100%-%100%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1---------12Unweighted total
-*---------*1Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%90%

-*---------**Very Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*1NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Jul' 2018Apr' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
****1Weighted total

-----Very Dissatisfied
-%-%-%-%-%

-----Fairly Dissatisfied
-%-%-%-%-%

Neither Satisfied Nor
-----Dissatisfied
-%-%-%-%-%

*-*-*Fairly Satisfied
100%-%100%-%90%

-*-**Very Satisfied
-%100%-%100%10%

Have not Contacted / Not
Applicable (DO NOT READ

-----OUT)
-%-%-%-%-%

Don't Know / (DO NOT
-----READ OUT)
-%-%-%-%-%

****1NET: Satisfied
100%100%100%100%100%

-----NET: Dissatisfied
-%-%-%-%-%
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The staff being polite and courteous (QOP3A99 Thinking about contacting Other (2nd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (2nd) on the following aspects.)
Base: All who have had a problem with Other (2nd) in the last 6 months (QOP3=99)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*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%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: Satisfied
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
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
-%-%-%100%-%-%-%100%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*NET: Satisfied
-%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*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%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*------*-*NET: Satisfied
-%100%-%100%-%-%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*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%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*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%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*--*NET: Satisfied
100%-%-%100%-%-%-%-%-%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------11111111Unweighted total
------********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********Very Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********NET: Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*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
-%100%-%-%-%-%-%-%-%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----------**NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*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
-%100%-%100%-%-%100%-%-%100%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*--*NET: Satisfied
-%100%-%100%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*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%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-*--**-*NET: Satisfied
-%-%100%-%100%-%-%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1-11-1-1---11Unweighted total
--*-**-*-*---**Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*-*---**Very Satisfied
-%-%100%-%100%100%-%100%-%100%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*-*---**NET: Satisfied
-%-%100%-%100%100%-%100%-%100%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----1-1--11Unweighted total
-----*-*--**Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--**Very Satisfied
-%-%-%-%-%100%-%100%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--**NET: Satisfied
-%-%-%-%-%100%-%100%-%-%100%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--11111111Unweighted total
-*-*--********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--********Very Satisfied
-%100%-%100%-%-%100%100%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--********NET: Satisfied
-%100%-%100%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1-1---1-1-11Unweighted total
-*-*---*-*-**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*-**Very Satisfied
-%100%-%100%-%-%-%100%-%100%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*-**NET: Satisfied
-%100%-%100%-%-%-%100%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1-1---------11Unweighted total
*-*---------**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------**Very Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------**NET: Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

11Unweighted total
**Weighted total

--Very Dissatisfied
-%-%

--Fairly Dissatisfied
-%-%

Neither Satisfied Nor
--Dissatisfied
-%-%

--Fairly Satisfied
-%-%

**Very Satisfied
100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--OUT)
-%-%

Don't Know / (DO NOT
--READ OUT)
-%-%

**NET: Satisfied
100%100%

--NET: Dissatisfied
-%-%
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Professionalism and handling of any query / complaint (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last
six months, please rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*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%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*-*--*NET: Satisfied
100%-%-%-%-%100%-%100%-%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
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
-%-%-%100%-%-%-%100%-%-%-%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*NET: Satisfied
-%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*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%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*------*-*NET: Satisfied
-%100%-%100%-%-%-%-%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*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%

Have not Contacted / Not
Applicable (DO NOT READ

------OUT)
-%-%-%-%-%-%

Don't Know / (DO NOT
------READ OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
100%-%-%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*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%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*------*--*NET: Satisfied
100%-%-%100%-%-%-%-%-%-%100%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------11111111Unweighted total
------********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********Very Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------********NET: Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*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
-%100%-%-%-%-%-%-%-%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----------**NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*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
-%100%-%100%-%-%100%-%-%100%-%-%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--*--*--*NET: Satisfied
-%100%-%100%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*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%

Have not Contacted / Not
Applicable (DO NOT READ

-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-----------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-*--**-*NET: Satisfied
-%-%100%-%100%-%-%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--1-11-1-1---11Unweighted total
--*-**-*-*---**Weighted total

---------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
---------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*-*---**Very Satisfied
-%-%100%-%100%100%-%100%-%100%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
---------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*-*---**NET: Satisfied
-%-%100%-%100%100%-%100%-%100%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-----1-1--11Unweighted total
-----*-*--**Weighted total

------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--**Very Satisfied
-%-%-%-%-%100%-%100%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*--**NET: Satisfied
-%-%-%-%-%100%-%100%-%-%100%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-1-1--11111111Unweighted total
-*-*--********Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--********Very Satisfied
-%100%-%100%-%-%100%100%100%100%100%100%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--********NET: Satisfied
-%100%-%100%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-1-1---1-1-11Unweighted total
-*-*---*-*-**Weighted total

-------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
-------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*-**Very Satisfied
-%100%-%100%-%-%-%100%-%100%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
-------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*-*-**NET: Satisfied
-%100%-%100%-%-%-%100%-%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
1-1---------11Unweighted total
*-*---------**Weighted total

--------------Very Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither Satisfied Nor
--------------Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------**Very Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know / (DO NOT
--------------READ OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------**NET: Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

11Unweighted total
**Weighted total

--Very Dissatisfied
-%-%

--Fairly Dissatisfied
-%-%

Neither Satisfied Nor
--Dissatisfied
-%-%

--Fairly Satisfied
-%-%

**Very Satisfied
100%100%

Have not Contacted / Not
Applicable (DO NOT READ

--OUT)
-%-%

Don't Know / (DO NOT
--READ OUT)
-%-%

**NET: Satisfied
100%100%

--NET: Dissatisfied
-%-%
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The staff being polite and courteous (QOP3A100 Thinking about contacting Other (3rd) with a service query, request or complaint, and your experiences in the last six months, please
rate Other (3rd) on the following aspects.)
Base: All who have had a problem with Other (3rd) in the last 6 months (QOP3=100)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
61515172357114972Unweighted total
5*7121831115962Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---*2----22Quite low
-%-%-%4%10%-%-%-%-%4%4%

2*-131*-*78Neither low nor high
31%100%-%11%15%25%38%-%29%12%13%

--5771***2626Quite high
-%-%75%60%39%37%26%67%29%43%43%

4-2261**12324Very high
69%-%25%16%36%39%36%33%42%39%39%

Don't Know (DO NOT READ
---1-----11OUT)
-%-%-%9%-%-%-%-%-%2%2%

4-79132*114850NET: High
69%-%100%76%75%75%62%100%71%82%82%

---*2----22NET: Low
-%-%-%4%10%-%-%-%-%4%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
77454254133-211572Unweighted total
22156445152-231362Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2--2------2Quite low
24%-%-%3%-%-%39%-%-%-%-%-%-%4%

---8-*-4--31*8Neither low nor high
-%-%-%14%-%13%-%24%-%-%12%100%5%13%

11*252115*-13-226Quite high
28%39%9%44%51%30%26%36%5%-%58%-%55%43%

1212022262-6-124Very high
48%61%91%36%49%57%35%40%95%-%25%-%41%39%

Don't Know (DO NOT READ
---1------1--1OUT)
-%-%-%2%-%-%-%-%-%-%5%-%-%2%

22145433112-19-350NET: High
76%100%100%81%100%87%61%76%100%-%84%-%95%82%

*--2--2------2NET: Low
24%-%-%3%-%-%39%-%-%-%-%-%-%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
135914582054252115-72Unweighted total

8547552051232*10-62Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Quite low
-%4%-%4%9%-%-%2%-%-%-%-%4%

-8*84-*4--*-8Neither low nor high
-%15%3%14%19%-%12%17%-%-%2%-%13%

22552294162*5-26Quite high
19%47%69%40%44%78%88%25%100%100%48%-%43%

61722251-13--5-24Very high
81%32%28%40%23%22%-%57%-%-%50%-%39%

Don't Know (DO NOT READ
-1-11-------1OUT)
-%2%-%2%5%-%-%-%-%-%-%-%2%

8426441451182*10-50NET: High
100%79%97%80%67%100%88%81%100%100%98%-%82%

-2-22--*----2NET: Low
-%4%-%4%9%-%-%2%-%-%-%-%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
2084236972Unweighted total
1573745862Weighted total

------Very low
-%-%-%-%-%-%

*-2-22Quite low
3%-%5%-%4%4%

114-88Neither low nor high
9%15%10%-%14%13%

631742326Quite high
38%49%47%100%39%43%

7313-2424Very high
50%36%35%-%41%39%

Don't Know (DO NOT READ
--1-11OUT)
-%-%3%-%2%2%

1363044650NET: High
88%85%82%100%80%82%

*-2-22NET: Low
3%-%5%-%4%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
263115369-----3234672Unweighted total
173212160-----1164462Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2------*22Quite low
3%6%-%-%4%-%-%-%-%-%-%3%4%4%

332-8------358Neither low nor high
19%9%15%-%13%-%-%-%-%-%-%20%11%13%

6174*26-----*52126Quite high
33%52%35%8%44%-%-%-%-%-%8%34%47%43%

8115123-----171624Very high
46%34%41%92%37%-%-%-%-%-%92%42%36%39%

Don't Know (DO NOT READ
--1-1-------11OUT)
-%-%9%-%2%-%-%-%-%-%-%-%2%2%

13289149-----1123750NET: High
78%85%76%100%81%-%-%-%-%-%100%77%83%82%

*2--2------*22NET: Low
3%6%-%-%4%-%-%-%-%-%-%3%4%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1-63940204646364172Unweighted total
---*-2293593932212662Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22-22222Quite low
-%-%-%-%-%-%8%7%-%6%7%11%9%4%

------43254248Neither low nor high
-%-%-%-%-%-%15%10%18%12%14%8%17%13%

---*-2121361414111026Quite high
-%-%-%100%-%89%41%36%61%37%45%53%40%43%

-----*917218106824Very high
-%-%-%-%-%11%32%48%21%45%30%29%30%39%

Don't Know (DO NOT READ
------1---1-11OUT)
-%-%-%-%-%-%4%-%-%-%3%-%4%2%

---*-2212983224171850NET: High
-%-%-%100%-%100%73%84%82%82%75%81%70%82%

------22-22222NET: Low
-%-%-%-%-%-%8%7%-%6%7%11%9%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1381312-----3-4372Unweighted total
-461012-----1-3862Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------22Quite low
-%-%-%-%19%-%-%-%-%-%-%-%6%4%

-*1*3-------58Neither low nor high
-%6%21%2%22%-%-%-%-%-%-%-%13%13%

-2273-----*-1426Quite high
-%52%40%69%26%-%-%-%-%-%9%-%37%43%

-2233-----1-1724Very high
-%42%39%29%24%-%-%-%-%-%91%-%44%39%

Don't Know (DO NOT READ
----1--------1OUT)
-%-%-%-%9%-%-%-%-%-%-%-%-%2%

-45106-----1-3150NET: High
-%94%79%98%50%-%-%-%-%-%100%-%81%82%

----2-------22NET: Low
-%-%-%-%19%-%-%-%-%-%-%-%6%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
640452714329-912111472Unweighted total
626412013224-71310962Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2--2*-2Quite low
-%9%6%-%-%-%9%-%-%14%5%-%4%

-4442-3-12-28Neither low nor high
-%17%9%20%13%-%13%-%15%15%-%20%13%

410189726-255226Quite high
81%37%42%44%55%94%23%-%28%40%51%22%43%

191864*13-444524Very high
19%33%43%30%32%6%55%-%57%30%44%58%39%

Don't Know (DO NOT READ
-1-1--------1OUT)
-%4%-%5%-%-%-%-%-%-%-%-%2%

618351511219-6910750NET: High
100%70%85%75%87%100%78%-%85%70%95%80%82%

-22---2--2*-2NET: Low
-%9%6%-%-%-%9%-%-%14%5%-%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 161  (continuation)                                                                                                                                                  Page 2859

The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-20352337963530972Unweighted total
-12241536452328562Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2Quite low
-%-%10%-%6%-%-%10%8%-%4%

-24341-4418Neither low nor high
-%17%19%19%10%36%-%20%13%28%13%

-698132379326Quite high
-%50%36%54%35%50%63%30%32%61%43%

-3831712813124Very high
-%24%32%20%48%15%37%35%47%11%39%

Don't Know (DO NOT READ
-111---1--1OUT)
-%9%4%7%-%-%-%5%-%-%2%

-9161130251522350NET: High
-%74%67%74%84%64%100%66%79%72%82%

--2-2--22-2NET: Low
-%-%10%-%6%-%-%10%8%-%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*cb*aSignificance Level: 95%
11837223336-272537-15302072Unweighted total
*1525141821-251832-9191462Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*22-*-2--2*2Quite low
-%-%9%3%12%11%-%2%-%6%-%-%10%3%4%

-44224-335--1*8Neither low nor high
-%27%18%11%9%21%-%12%18%15%-%-%8%2%13%

-79896-9713-59926Quite high
-%43%38%57%51%28%-%36%40%39%-%53%50%65%43%

*38458-12813-46424Very high
100%23%30%29%27%36%-%50%43%40%-%47%32%29%39%

Don't Know (DO NOT READ
-11--1--------1OUT)
-%7%4%-%-%5%-%-%-%-%-%-%-%-%2%

*1017121414-211526-9151350NET: High
100%66%69%86%78%64%-%86%82%79%-%100%82%95%82%

--2*22-*-2--2*2NET: Low
-%-%9%3%12%11%-%2%-%6%-%-%10%3%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
31311432101822112272Unweighted total
122111237131881462Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

*----2*****2Quite low
55%-%-%-%-%10%7%4%3%6%3%4%

--*144**1128Neither low nor high
-%-%9%100%35%19%4%2%7%16%11%13%

*22-3827102526Quite high
12%100%86%-%27%33%29%53%55%21%37%43%

*-*-374664724Very high
33%-%5%-%29%33%60%42%35%56%48%39%

Don't Know (DO NOT READ
----11-----1OUT)
-%-%-%-%9%5%-%-%-%-%-%2%

*22-6156131661250NET: High
45%100%91%-%56%66%89%95%90%78%86%82%

*----2*****2NET: Low
55%-%-%-%-%10%7%4%3%6%3%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3711-37-406148715865556572Unweighted total
278-25-325242614657465762Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*-*22222222Quite low
2%21%-%2%-%2%4%4%4%5%4%5%4%4%

51-5-484858888Neither low nor high
19%13%-%20%-%12%15%8%13%11%14%17%14%13%

141-8-172023262325192526Quite high
50%14%-%33%-%54%40%54%44%51%44%42%44%43%

83-11-102013231520152024Very high
29%39%-%46%-%30%39%31%38%31%36%33%36%39%

Don't Know (DO NOT READ
-1---111111111OUT)
-%13%-%-%-%3%2%3%2%2%2%2%2%2%

225-19-274036493845344550NET: High
80%54%-%78%-%83%78%85%81%82%80%75%80%82%

*2-*-*22222222NET: Low
2%21%-%2%-%2%4%4%4%5%4%5%4%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
343836630124911621016172Unweighted total
32302843015407547*5262Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2-*2-2-22Quite low
2%6%-%12%6%-%1%27%-%32%-%4%4%

3531444*61*18Neither low nor high
10%16%11%32%12%24%10%6%12%20%100%2%13%

141317-107182251-2426Quite high
43%43%61%-%33%47%44%26%47%16%-%46%43%

a

131082134173231-2424Very high
42%35%29%56%45%29%42%41%41%17%-%46%39%

Don't Know (DO NOT READ
1---1-1--1-11OUT)
3%-%-%-%4%-%3%-%-%15%-%2%2%

27232522311354482-4750NET: High
85%78%89%56%78%76%86%67%88%33%-%91%82%

*2-*2-*2-2-22NET: Low
2%6%-%12%6%-%1%27%-%32%-%4%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
415317268861172Unweighted total
2*311111332562Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Quite low
-%-%-%-%-%-%-%-%-%-%-%-%4%

----1-1-11-18Neither low nor high
-%-%-%-%100%-%95%-%31%31%-%23%13%

2*2*-1*1*11226Quite high
100%100%68%5%-%96%5%96%6%37%52%53%43%

--11-*-*211124Very high
-%-%32%95%-%4%-%4%63%32%48%24%39%

Don't Know (DO NOT READ
------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%

2*31-1*1222450NET: High
100%100%100%100%-%100%5%100%69%69%100%77%82%

------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
328896741623472Unweighted total
2271096431025162Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*--------2Quite low
-%75%-%5%-%-%-%-%-%-%-%-%4%

*-2-*21-1-2-8Neither low nor high
8%-%28%-%3%33%25%-%11%-%33%-%13%

212372*-6*3*26Quite high
92%25%31%35%72%29%7%-%57%22%67%28%43%

--36223232-124Very high
-%-%42%60%25%39%68%68%33%78%-%72%39%

Don't Know (DO NOT READ
-------1----1OUT)
-%-%-%-%-%-%-%32%-%-%-%-%2%

21599432923150NET: High
92%25%72%95%97%67%75%68%89%100%67%100%82%

-2-*--------2NET: Low
-%75%-%5%-%-%-%-%-%-%-%-%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
132327972Unweighted total
112518862Weighted total

-----Very low
-%-%-%-%-%

2*--2Quite low
16%2%-%-%4%

22228Neither low nor high
18%9%12%21%13%

5126426Quite high
41%48%34%51%43%

3108224Very high
25%42%48%28%39%

Don't Know (DO NOT READ
--1-1OUT)
-%-%6%-%2%

72214650NET: High
66%90%82%79%82%

2*--2NET: Low
16%2%-%-%4%
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The quality of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
61515172357114972Unweighted total
5*7121831115962Weighted total

----2----33Very low
-%-%-%-%10%-%-%-%-%6%6%

1--*4**--55Quite low
11%-%-%4%22%9%38%-%-%9%9%

2*3351**11919Neither low nor high
31%100%51%26%25%28%9%12%44%32%32%

3-2541**11819Quite high
54%-%25%44%21%44%44%55%39%30%31%

*-2*4****1111Very high
3%-%25%3%22%14%9%33%7%19%19%

Don't Know (DO NOT READ
---3-*--*33OUT)
-%-%-%23%-%5%-%-%10%5%5%

3-3682*112931NET: High
57%-%49%47%43%57%53%88%46%49%50%

1--*6**--89NET: Low
11%-%-%4%32%9%38%-%-%14%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
77454254133-211572Unweighted total
22156445152-231362Weighted total

---3---2--2--3Very low
-%-%-%6%-%-%-%12%-%-%7%-%-%6%

*1-4-*2---11-5Quite low
24%25%-%7%-%7%39%-%-%-%5%100%-%9%

*1*192*141-9-219Neither low nor high
4%25%4%33%49%7%23%24%48%-%40%-%59%32%

*111721-4--8-119Quite high
24%38%96%30%51%34%-%27%-%-%36%-%41%31%

1*-10-2241-2--11Very high
48%12%-%18%-%52%35%26%53%-%8%-%-%19%

Don't Know (DO NOT READ
---3--*2--1--3OUT)
-%-%-%5%-%-%3%11%-%-%5%-%-%5%

1112723281-10-131NET: High
73%50%96%48%51%87%35%53%53%-%44%-%41%50%

*1-8-*22--31-9NET: Low
24%25%-%14%-%7%39%12%-%-%12%100%-%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
135914582054252115-72Unweighted total

8547552051232*10-62Weighted total

-3-32--2----3Very low
-%6%-%6%8%-%-%8%-%-%-%-%6%

-5-531-1----5Quite low
-%10%-%10%17%21%-%3%-%-%-%-%9%

118217-319*-7-19Neither low nor high
14%34%33%31%-%57%87%38%3%-%64%-%32%

11831691*72-1-19Quite high
15%33%51%29%43%21%3%30%97%-%6%-%31%

561104*-5-*3-11Very high
69%11%16%19%17%1%-%21%-%100%30%-%19%

Don't Know (DO NOT READ
*3-33-*-----3OUT)
2%5%-%5%13%-%10%-%-%-%-%-%5%

724426121*112*4-31NET: High
84%45%67%48%61%22%3%51%97%100%36%-%50%

-9-951-2----9NET: Low
-%16%-%16%26%21%-%11%-%-%-%-%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
2084236972Unweighted total
1573745862Weighted total

--3-33Very low
-%-%9%-%6%6%

2-4-55Quite low
10%-%10%-%9%9%

521111819Neither low nor high
33%23%30%27%32%32%

531131619Quite high
37%43%29%73%28%31%

325-1111Very high
20%34%14%-%20%19%

Don't Know (DO NOT READ
--3-33OUT)
-%-%8%-%5%5%

851632831NET: High
56%77%43%73%48%50%

2-7-99NET: Low
10%-%19%-%15%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
263115369-----3234672Unweighted total
173212160-----1164462Weighted total

-3--3-------33Very low
-%11%-%-%6%-%-%-%-%-%-%-%8%6%

221-5------235Quite low
10%8%9%-%9%-%-%-%-%-%-%11%8%9%

775*19-----*71319Neither low nor high
39%23%44%8%32%-%-%-%-%-%8%41%29%32%

6112-19------61319Quite high
34%36%14%-%32%-%-%-%-%-%-%37%30%31%

371110-----12911Very high
17%23%10%92%17%-%-%-%-%-%92%11%19%19%

Don't Know (DO NOT READ
--3-3-------33OUT)
-%-%24%-%5%-%-%-%-%-%-%-%6%5%

9193129-----182231NET: High
51%59%24%92%49%-%-%-%-%-%92%48%49%50%

261-9------279NET: Low
10%18%9%-%14%-%-%-%-%-%-%11%16%14%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 162  (continuation)                                                                                                                                                  Page 2872

The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1-63940204646364172Unweighted total
---*-2293593932212662Weighted total

------2--22223Very low
-%-%-%-%-%-%6%-%-%4%5%8%7%6%

------53*45445Quite low
-%-%-%-%-%-%18%9%3%9%17%20%16%9%

---*-*81241586519Neither low nor high
-%-%-%100%-%2%28%34%42%39%26%28%18%32%

a

-----211115101371219Quite high
-%-%-%-%-%94%37%31%54%26%41%33%46%31%

d

-----*29*922211Very high
-%-%-%-%-%4%7%26%2%22%7%11%9%19%

acc

Don't Know (DO NOT READ
------1---1-13OUT)
-%-%-%-%-%-%4%-%-%-%3%-%4%5%

-----213205191591431NET: High
-%-%-%-%-%98%44%57%56%48%48%44%55%50%

------73*57669NET: Low
-%-%-%-%-%-%24%9%3%13%22%28%23%14%

f
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1381312-----3-4372Unweighted total
-461012-----1-3862Weighted total

--2---------23Very low
-%-%29%-%-%-%-%-%-%-%-%-%4%6%

---14-------45Quite low
-%-%-%9%37%-%-%-%-%-%-%-%9%9%

-116*-----1-1419Neither low nor high
-%35%14%62%*%-%-%-%-%-%91%-%37%32%

-2335-------1019Quite high
-%58%57%28%39%-%-%-%-%-%-%-%26%31%

-*-*2-----*-911Very high
-%7%-%1%16%-%-%-%-%-%9%-%23%19%

Don't Know (DO NOT READ
----1--------3OUT)
-%-%-%-%9%-%-%-%-%-%-%-%-%5%

-2337-----*-1931NET: High
-%65%57%29%54%-%-%-%-%-%9%-%49%50%

--214-------59NET: Low
-%-%29%9%37%-%-%-%-%-%-%-%14%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
640452714329-912111472Unweighted total
626412013224-71310962Weighted total

-2222-----2-3Very low
-%7%4%8%13%-%-%-%-%-%17%-%6%

-533--4-12*-5Quite low
-%20%6%14%-%-%15%-%15%16%5%-%9%

18127529-352619Neither low nor high
11%30%29%37%34%94%37%-%41%40%17%59%32%

581456-4-*25319Quite high
87%31%33%27%43%-%18%-%4%15%51%29%31%

*21021*7-341111Very high
2%8%24%8%9%6%30%-%40%29%10%12%19%

Don't Know (DO NOT READ
-121--------3OUT)
-%4%4%6%-%-%-%-%-%-%-%-%5%

5102477*12-366431NET: High
89%40%57%35%53%6%48%-%45%44%62%41%50%

-7442-4-122-9NET: Low
-%27%10%22%13%-%15%-%15%16%22%-%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-20352337963530972Unweighted total
-12241536452328562Weighted total

-2-22-2-2-3Very low
-%14%-%11%5%-%37%-%6%-%6%

-1422124215Quite low
-%7%18%13%6%36%36%16%8%28%9%

-*53142-810319Neither low nor high
-%4%19%17%38%47%-%34%36%60%32%

-612691186119Quite high
-%49%49%39%26%17%26%36%23%12%31%

-2229-*28-11Very high
-%17%9%13%24%-%1%9%27%-%19%

Don't Know (DO NOT READ
-111---1--3OUT)
-%9%4%7%-%-%-%5%-%-%5%

-814818111014131NET: High
-%67%59%53%51%17%27%45%50%12%50%

-3444134419NET: Low
-%21%18%24%11%36%73%16%14%28%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*cb*aSignificance Level: 95%
11837223336-272537-15302072Unweighted total
*1525141821-251832-9191462Weighted total

-22222-2-2-2-23Very low
-%11%7%12%9%8%-%7%-%5%-%19%-%12%6%

-15244-213-2325Quite low
-%7%21%13%23%20%-%6%7%10%-%19%19%17%9%

-47664-7710-26519Neither low nor high
-%26%27%41%33%19%-%30%41%31%-%20%32%33%32%

-58348-8510-27319Quite high
-%35%32%20%24%38%-%30%25%30%-%18%37%23%31%

*22222-758-22211Very high
100%14%8%15%12%10%-%26%27%24%-%24%12%15%19%

Don't Know (DO NOT READ
-11--1--------3OUT)
-%7%4%-%-%5%-%-%-%-%-%-%-%-%5%

*7105610-14917-49531NET: High
100%48%40%34%35%48%-%57%52%54%-%42%49%38%50%

-37366-315-3349NET: Low
-%18%28%25%32%28%-%13%7%15%-%38%19%29%14%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 162  (continuation)                                                                                                                                                  Page 2877

The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
31311432101822112272Unweighted total
122111237131881462Weighted total

-------22--3Very low
-%-%-%-%-%-%-%13%10%-%-%6%

*---15112225Quite low
55%-%-%-%9%23%11%5%10%20%13%9%

*22-474454519Neither low nor high
12%100%95%-%34%29%55%27%26%46%38%32%

*--138*351319Quite high
33%-%-%100%29%34%7%19%27%10%23%31%

--*-222552411Very high
-%-%5%-%18%9%28%35%28%25%25%19%

Don't Know (DO NOT READ
----11-----3OUT)
-%-%-%-%9%5%-%-%-%-%-%5%

*-*151027103731NET: High
33%-%5%100%47%43%35%55%55%35%49%50%

*---15123229NET: Low
55%-%-%-%9%23%11%18%20%20%13%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3711-37-406148715865556572Unweighted total
278-25-325242614657465762Weighted total

2----233333233Very low
6%-%-%-%-%5%7%8%6%7%6%4%6%6%

32-2-253555455Quite low
13%21%-%9%-%7%10%6%9%10%9%9%9%9%

112-9-121713191619161919Neither low nor high
41%25%-%38%-%38%34%30%32%34%34%34%34%32%

91-9-81414191118131819Quite high
33%17%-%38%-%23%27%32%32%24%31%28%31%31%

22-4-69711988811Very high
7%23%-%15%-%17%17%17%17%19%14%18%14%19%

Don't Know (DO NOT READ
*1-*-333333333OUT)
1%13%-%1%-%8%5%6%5%6%5%6%5%5%

113-13-132321302026212631NET: High
39%41%-%53%-%41%44%50%49%42%45%46%45%50%

52-2-496989699NET: Low
19%21%-%9%-%13%17%14%14%17%15%13%15%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
343836630124911621016172Unweighted total
32302843015407547*5262Weighted total

3---3-3-3--33Very low
11%-%-%-%12%-%9%-%6%-%-%7%6%

ac

1412312224*45Quite low
3%14%2%38%11%7%5%31%3%50%100%8%9%

91112*74132181-1319Neither low nor high
27%37%44%6%23%29%33%27%33%19%-%24%32%

9101126612119*-1719Quite high
28%34%39%56%20%41%30%15%35%2%-%34%31%

934-8282101-1111Very high
27%10%13%-%26%12%19%27%19%15%-%22%19%

Don't Know (DO NOT READ
12*-321-21-33OUT)
3%6%*%-%9%11%3%-%3%15%-%5%5%

1813152148203291-2931NET: High
55%43%53%56%46%53%50%42%54%17%-%56%50%

5412716254*79NET: Low
14%14%2%38%22%7%14%31%9%50%100%14%14%

c
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
415317268861172Unweighted total
2*311111332562Weighted total

------------3Very low
-%-%-%-%-%-%-%-%-%-%-%-%6%

--1-1-1-11125Quite low
-%-%32%-%100%-%95%-%31%31%45%46%9%

2-1*-1-1*1*119Neither low nor high
95%-%35%5%-%89%-%88%3%34%5%26%32%

**-1-*****1119Quite high
5%100%-%91%-%7%5%8%3%3%47%26%31%

--1*-*-*21**11Very high
-%-%32%5%-%4%-%4%63%32%2%1%19%

Don't Know (DO NOT READ
------------3OUT)
-%-%-%-%-%-%-%-%-%-%-%-%5%

**11-***211131NET: High
5%100%32%95%-%11%5%12%66%35%50%28%50%

--1-1-1-11129NET: Low
-%-%32%-%100%-%95%-%31%31%45%46%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
328896741623472Unweighted total
2271096431025162Weighted total

----------3-3Very low
-%-%-%-%-%-%-%-%-%-%67%-%6%

-21*-*--2---5Quite low
-%75%9%5%-%4%-%-%21%-%-%-%9%

*1434--1322-19Neither low nor high
8%25%58%35%40%-%-%28%34%78%33%-%32%

2-*423312*-119Quite high
92%-%4%42%21%57%71%32%23%22%-%88%31%

--22221*2--*11Very high
-%-%28%17%21%39%29%9%22%-%-%12%19%

Don't Know (DO NOT READ
---*2--1----3OUT)
-%-%-%1%17%-%-%32%-%-%-%-%5%

2-2646414*-131NET: High
92%-%32%59%43%96%100%40%45%22%-%100%50%

-21*-*--2-3-9NET: Low
-%75%9%5%-%4%-%-%21%-%67%-%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
132327972Unweighted total
112518862Weighted total

---33Very low
-%-%-%42%6%

212-5Quite low
22%3%12%-%9%

574319Neither low nor high
42%29%24%42%32%

296119Quite high
20%38%36%15%31%

264*11Very high
16%24%21%1%19%

Don't Know (DO NOT READ
-21-3OUT)
-%7%6%-%5%

41510131NET: High
36%61%57%16%50%

21239NET: Low
22%3%12%42%14%
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The price of the postal services provided by DHL in the last 12 months (QOP4. 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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
312985-142126Unweighted total
1*21181-*12526Weighted total

*----*-*--*Very low
24%-%-%-%-%14%-%100%-%-%1%

--*2-*--*22Quite low
-%-%7%17%-%14%-%-%17%7%8%

*--1**--*11Neither low nor high
33%-%-%9%3%20%-%-%23%5%5%

**-37*--*1213Quite high
43%100%-%27%84%51%-%-%60%49%49%

--251----1010Very high
-%-%93%45%13%-%-%-%-%38%37%

Don't Know (DO NOT READ
---*-----**OUT)
-%-%-%3%-%-%-%-%-%1%1%

**288*--*2223NET: High
43%100%93%72%97%51%-%-%60%87%85%

*-*2-*-**22NET: Low
24%-%7%17%-%29%-%100%17%7%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-6-2054221-12326Unweighted total
-2-24543*2-24426Weighted total

---*---*-----*Very low
-%-%-%1%-%-%-%50%-%-%-%-%-%1%

---2-2-*-----2Quite low
-%-%-%8%-%43%-%50%-%-%-%-%-%8%

-*-11--------1Neither low nor high
-%14%-%5%23%-%-%-%-%-%-%-%-%5%

-*-12323---2-213Quite high
-%23%-%51%55%57%100%-%-%-%100%-%51%49%

-1-91---2--4210Very high
-%50%-%35%22%-%-%-%100%-%-%100%49%37%

Don't Know (DO NOT READ
-*-----------*OUT)
-%14%-%-%-%-%-%-%-%-%-%-%-%1%

-2-21423-2-24423NET: High
-%73%-%87%77%57%100%-%100%-%100%100%100%85%

---2-2-*-----2NET: Low
-%-%-%9%-%43%-%100%-%-%-%-%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
4229175--13116-26Unweighted total
3249174--142*6-26Weighted total

*--*------*-*Very low
5%-%-%1%-%-%-%-%-%-%2%-%1%

-22*---2----2Quite low
-%8%20%1%-%-%-%14%-%-%-%-%8%

-1-1---*-*1-1Neither low nor high
-%6%-%8%-%-%-%2%-%100%17%-%5%

211583--42-4-13Quite high
83%45%56%45%70%-%-%28%100%-%72%-%49%

-10281--8--*-10Very high
-%41%21%45%30%-%-%54%-%-%9%-%37%

Don't Know (DO NOT READ
*-*----*----*OUT)

12%-%3%-%-%-%-%2%-%-%-%-%1%

2207154--122-5-23NET: High
83%86%77%90%100%-%-%82%100%-%81%-%85%

*22*---2--*-2NET: Low
5%8%20%2%-%-%-%14%-%-%2%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
7216-2626Unweighted total
6117-2626Weighted total

--*-**Very low
-%-%1%-%1%1%

--2-22Quite low
-%-%11%-%8%8%

*1*-11Neither low nor high
5%76%1%-%5%5%

4-9-1313Quite high
72%-%50%-%49%49%

1-6-1010Very high
23%-%37%-%37%37%

Don't Know (DO NOT READ
-*--**OUT)
-%24%-%-%1%1%

6-15-2323NET: High
95%-%87%-%85%85%

--2-22NET: Low
-%-%12%-%8%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1583521--1--4101126Unweighted total
1484323--*--3111226Weighted total

*---*------*-*Very low
1%-%-%-%1%-%-%-%-%-%-%1%-%1%

*2-*2-----*-22Quite low
1%23%-%4%8%-%-%-%-%-%4%-%15%8%

*1--1------*11Neither low nor high
3%12%-%-%6%-%-%-%-%-%-%4%8%5%

652211--*--24713Quite high
42%61%47%57%48%-%-%100%-%-%53%38%56%49%

7*219-----16310Very high
50%4%53%31%37%-%-%-%-%-%33%56%21%37%

Don't Know (DO NOT READ
*--*------*--*OUT)
2%-%-%9%-%-%-%-%-%-%9%-%-%1%

1354319--*--310923NET: High
93%65%100%87%85%-%-%100%-%-%86%94%77%85%

*2-*2-----**22NET: Low
2%23%-%4%9%-%-%-%-%-%4%1%15%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--11--11198191391226Unweighted total
--1*--12188201381126Weighted total

-------***---*Very low
-%-%-%-%-%-%-%1%2%1%-%-%-%1%

-------2-2---2Quite low
-%-%-%-%-%-%-%11%-%10%-%-%-%8%

------11111111Neither low nor high
-%-%-%-%-%-%10%8%13%5%9%12%10%5%

---*--6641064513Quite high
-%-%-%100%-%-%51%35%44%47%48%55%40%49%

--1---583763610Very high
-%-%100%-%-%-%39%45%41%36%44%33%50%37%

Don't Know (DO NOT READ
---------*---*OUT)
-%-%-%-%-%-%-%-%-%1%-%-%-%1%

--1*--11147171271023NET: High
-%-%100%100%-%-%90%80%85%84%91%88%90%85%

-------2*2---2NET: Low
-%-%-%-%-%-%-%12%2%10%-%-%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
141341-1-1--1726Unweighted total
*4135*-*-2--1826Weighted total

------------**Very low
-%-%-%-%-%-%-%-%-%-%-%-%1%1%

------------22Quite low
-%-%-%-%-%-%-%-%-%-%-%-%11%8%

*-1---------11Neither low nor high
100%-%100%-%-%-%-%-%-%-%-%-%5%5%

-2-32*-*-2--813Quite high
-%46%-%100%33%100%-%100%-%100%-%-%41%49%

-2--3-------710Very high
-%54%-%-%67%-%-%-%-%-%-%-%40%37%

Don't Know (DO NOT READ
------------**OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%1%

-4-35*-*-2--1523NET: High
-%100%-%100%100%100%-%100%-%100%-%-%82%85%

------------22NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%12%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2111791-181746126Unweighted total
112207*-20*678*26Weighted total

--*---*-*---*Very low
-%-%1%-%-%-%1%-%2%-%-%-%1%

--2---2-*2--2Quite low
-%-%10%-%-%-%10%-%2%28%-%-%8%

1*1*--1--1--1Neither low nor high
66%2%6%3%-%-%5%-%-%14%-%-%5%

-685*-9*225-13Quite high
-%54%39%77%100%-%47%100%38%28%71%-%49%

*581--7-322*10Very high
34%45%42%20%-%-%37%-%52%30%29%100%37%

Don't Know (DO NOT READ
--*---*-*---*OUT)
-%-%2%-%-%-%1%-%5%-%-%-%1%

*11167*-17*548*23NET: High
34%98%81%97%100%-%83%100%90%57%100%100%85%

--2---2-*2--2NET: Low
-%-%11%-%-%-%11%-%5%28%-%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--11117211013326Unweighted total
--10219211113326Weighted total

----*---*-*Very low
-%-%-%-%1%-%-%-%1%-%1%

----2---2-2Quite low
-%-%-%-%11%-%-%-%15%-%8%

--1-1--*--1Neither low nor high
-%-%12%-%5%-%-%2%-%-%5%

--3282-66213Quite high
-%-%29%100%42%100%-%59%47%65%49%

--6-7-144110Very high
-%-%59%-%40%-%100%39%34%35%37%

Don't Know (DO NOT READ
----*---*-*OUT)
-%-%-%-%2%-%-%-%2%-%1%

--8215211011323NET: High
-%-%88%100%82%100%100%98%81%100%85%

----2---2-2NET: Low
-%-%-%-%12%-%-%-%16%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-965710131015--7226Unweighted total
-1065710*1715--5326Weighted total

---*----**----*Very low
-%-%-%3%-%-%-%-%2%1%-%-%-%-%1%

-------**2----2Quite low
-%-%-%-%-%-%-%15%2%13%-%-%-%-%8%

--*--*--1---1-1Neither low nor high
-%-%3%-%-%2%-%-%13%-%-%-%20%-%5%

-52445**38--1313Quite high
-%47%44%76%67%46%100%53%35%51%-%-%21%100%49%

-53125-*45--3-10Very high
-%53%53%21%33%52%-%32%49%34%-%-%58%-%37%

Don't Know (DO NOT READ
---------*----*OUT)
-%-%-%-%-%-%-%-%-%2%-%-%-%-%1%

-1055710*1613--4323NET: High
-%100%97%97%100%98%100%85%84%84%-%-%80%100%85%

---*---**2----2NET: Low
-%-%-%3%-%-%-%15%4%14%-%-%-%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-11071175426Unweighted total
-1-285**64226Weighted total

-*--**--****Very low
-%9%-%-%2%3%-%-%2%4%8%1%

----**--2--2Quite low
-%-%-%-%2%3%-%-%30%-%-%8%

-----*-----1Neither low nor high
-%-%-%-%-%4%-%-%-%-%-%5%

-*-232--42*13Quite high
-%20%-%100%34%38%-%-%63%58%14%49%

-1--53***1110Very high
-%71%-%-%63%54%100%100%5%38%78%37%

Don't Know (DO NOT READ
-----------*OUT)
-%-%-%-%-%-%-%-%-%-%-%1%

-1-285**43223NET: High
-%91%-%100%97%91%100%100%68%96%92%85%

-*--**--2**2NET: Low
-%9%-%-%3%5%-%-%32%4%8%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
144-14132415242425212526Unweighted total
132-14*12413242326192626Weighted total

*--*--********Very low
1%-%-%1%-%-%1%1%1%1%1%1%1%1%

*---**2*2*2222Quite low
1%-%-%-%100%10%8%1%8%1%8%11%8%8%

**-*-111111111Neither low nor high
2%8%-%2%-%68%6%10%6%6%5%8%5%5%

81-9--111113131371313Quite high
62%49%-%65%-%-%46%83%53%56%49%39%49%49%

41-4-*10*881081010Very high
32%43%-%30%-%22%40%2%33%35%37%42%37%37%

Don't Know (DO NOT READ
*--*---*-*---*OUT)
2%-%-%2%-%-%-%2%-%1%-%-%-%1%

122-13-*2111212123152323NET: High
93%92%-%95%-%22%85%86%85%91%86%81%86%85%

*--***2*2*2222NET: Low
2%-%-%1%100%10%9%2%9%1%8%11%8%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
10169215416620612426Unweighted total
1016132114184215*2626Weighted total

*---*-*--*-**Very low
1%-%-%-%1%-%1%-%-%3%-%1%1%

*2--2-2*-2*22Quite low
1%11%-%-%18%-%10%4%-%39%100%7%8%

1*-*1*1**1-11Neither low nor high
9%3%-%10%11%5%5%8%1%24%-%5%5%

76724292112-1313Quite high
66%38%55%90%34%42%49%53%52%34%-%49%49%

286-426110--1010Very high
19%48%45%-%32%54%33%35%45%-%-%37%37%

Don't Know (DO NOT READ
*---*-*-*--**OUT)
3%-%-%-%3%-%2%-%1%-%-%1%1%

91413274153212-2323NET: High
85%86%100%90%67%95%82%89%98%34%-%86%85%

*2--2-2*-2*22NET: Low
3%11%-%-%19%-%11%4%-%42%100%8%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--31212122-226Unweighted total
--2*111111-126Weighted total

------------*Very low
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------2Quite low
-%-%-%-%-%-%-%-%-%-%-%-%8%

--*---------1Neither low nor high
-%-%18%-%-%-%-%-%-%-%-%-%5%

--*---------13Quite high
-%-%18%-%-%-%-%-%-%-%-%-%49%

--1*111111-110Very high
-%-%64%100%100%100%100%100%100%100%-%100%37%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

--1*111111-123NET: High
-%-%82%100%100%100%100%100%100%100%-%100%85%

------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
114433142326Unweighted total
226412124426Weighted total

----*-----*Very low
-%-%-%-%16%-%-%-%-%-%1%

---*----2-2Quite low
-%-%-%3%-%-%-%-%52%-%8%

--*--1-*--1Neither low nor high
-%-%3%-%-%61%-%15%-%-%5%

-2421-1*2213Quite high
-%100%64%40%84%-%100%15%48%53%49%

2-22-*-1-210Very high
100%-%33%57%-%19%-%70%-%47%37%

Don't Know (DO NOT READ
-----*----*OUT)
-%-%-%-%-%19%-%-%-%-%1%

22641*122423NET: High
100%100%97%97%84%19%100%85%48%100%85%

---**---2-2NET: Low
-%-%-%3%16%-%-%-%52%-%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
678526Unweighted total

1054726Weighted total

-*--*Very low
-%3%-%-%1%

-*-22Quite low
-%3%-%26%8%

*-1-1Neither low nor high
2%-%28%-%5%

621413Quite high
58%47%28%51%49%

422210Very high
40%47%38%24%37%

Don't Know (DO NOT READ
--*-*OUT)
-%-%7%-%1%

953523NET: High
98%94%65%74%85%

-*-22NET: Low
-%6%-%26%8%
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The quality of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
312985-142126Unweighted total
1*21181-*12526Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

*--24*--*77Neither low nor high
33%-%-%17%43%20%-%-%23%29%28%

**-541-**1112Quite high
67%100%-%42%48%65%-%100%60%43%44%

--241*--*77Very high
-%-%100%38%9%14%-%-%17%27%27%

Don't Know (DO NOT READ
---*-----**OUT)
-%-%-%3%-%-%-%-%-%1%1%

**2951-*11819NET: High
67%100%100%80%57%80%-%100%77%70%71%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-6-2054221-12326Unweighted total
-2-24543*2-24426Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---724--2----7Neither low nor high
-%-%-%31%40%88%-%-%100%-%-%-%-%28%

-1-101*3*--22212Quite high
-%50%-%43%19%5%100%50%-%-%100%50%51%44%

-1-62*-*---227Very high
-%36%-%26%41%7%-%50%-%-%-%50%49%27%

Don't Know (DO NOT READ
-*-----------*OUT)
-%14%-%-%-%-%-%-%-%-%-%-%-%1%

-2-17313*--24419NET: High
-%86%-%69%60%12%100%100%-%-%100%100%100%71%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
4229175--13116-26Unweighted total
3249174--142*6-26Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7442--4-*2-7Neither low nor high
-%31%38%23%43%-%-%25%-%100%31%-%28%

21029*--62-3-12Quite high
77%40%25%54%6%-%-%44%100%-%60%-%44%

*7342--4--*-7Very high
12%28%34%23%51%-%-%30%-%-%9%-%27%

Don't Know (DO NOT READ
*-*----*----*OUT)

12%-%3%-%-%-%-%2%-%-%-%-%1%

2166133--112-4-19NET: High
88%69%59%77%57%-%-%73%100%-%69%-%71%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
7216-2626Unweighted total
6117-2626Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

2-6-77Neither low nor high
30%-%33%-%28%28%

318-1212Quite high
52%76%44%-%44%44%

1-4-77Very high
18%-%23%-%27%27%

Don't Know (DO NOT READ
-*--**OUT)
-%24%-%-%1%1%

4112-1919NET: High
70%76%67%-%71%71%

------NET: Low
-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1583521--1--4101126Unweighted total
1484323--*--3111226Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*44-7------*77Neither low nor high
1%45%88%-%33%-%-%-%-%-%-%2%60%28%

93-210--*--27312Quite high
61%36%-%57%42%-%-%100%-%-%53%63%23%44%

52*16-----1427Very high
35%19%12%35%25%-%-%-%-%-%38%35%17%27%

Don't Know (DO NOT READ
*--*------*--*OUT)
2%-%-%9%-%-%-%-%-%-%9%-%-%1%

144*315--*--311519NET: High
97%55%12%91%67%-%-%100%-%-%91%98%40%71%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--11--11198191391226Unweighted total
--1*--12188201381126Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22*42227Neither low nor high
-%-%-%-%-%-%16%12%2%17%15%22%17%28%

---*--7951174612Quite high
-%-%-%100%-%-%61%54%56%55%57%45%50%44%

--1---36354347Very high
-%-%100%-%-%-%23%35%41%26%29%33%33%27%

Don't Know (DO NOT READ
---------*---*OUT)
-%-%-%-%-%-%-%-%-%1%-%-%-%1%

--1*--1016817116919NET: High
-%-%100%100%-%-%84%88%98%81%85%78%83%71%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
141341-1-1--1726Unweighted total
*4135*-*-2--1826Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*---2-------47Neither low nor high
100%-%-%-%33%-%-%-%-%-%-%-%19%28%

-413-*-*-2--912Quite high
-%93%100%100%-%100%-%100%-%100%-%-%50%44%

-*--3-------57Very high
-%7%-%-%67%-%-%-%-%-%-%-%29%27%

Don't Know (DO NOT READ
------------**OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%1%

-4133*-*-2--1519NET: High
-%100%100%100%67%100%-%100%-%100%-%-%79%71%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2111791-181746126Unweighted total
112207*-20*678*26Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-27*--4--22-7Neither low nor high
-%17%37%3%-%-%18%-%-%28%23%-%28%

1684*-11*434*12Quite high
66%56%39%59%100%-%54%100%74%42%49%100%44%

*343--5-122-7Very high
34%28%23%38%-%-%26%-%21%30%29%-%27%

Don't Know (DO NOT READ
--*---*-*---*OUT)
-%-%2%-%-%-%1%-%5%-%-%-%1%

110127*-16*556*19NET: High
100%83%61%97%100%-%81%100%95%72%77%100%71%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--11117211013326Unweighted total
--10219211113326Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*24--24-7Neither low nor high
-%-%2%100%19%-%-%18%28%-%28%

--6-92-67212Quite high
-%-%59%-%50%100%-%61%52%65%44%

--4-5-12217Very high
-%-%39%-%29%-%100%21%18%35%27%

Don't Know (DO NOT READ
----*---*-*OUT)
-%-%-%-%2%-%-%-%2%-%1%

--9-152199319NET: High
-%-%98%-%79%100%100%82%70%100%71%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-965710131015--7226Unweighted total
-1065710*1715--5326Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-22---4---27Neither low nor high
-%18%34%-%26%19%-%-%-%23%-%-%-%50%28%

-51435*167--2212Quite high
-%49%13%79%41%48%100%85%80%42%-%-%42%50%44%

-33123-*15--3-7Very high
-%33%53%21%33%33%-%15%20%33%-%-%58%-%27%

Don't Know (DO NOT READ
---------*----*OUT)
-%-%-%-%-%-%-%-%-%2%-%-%-%-%1%

-84558*1712--5219NET: High
-%82%66%100%74%81%100%100%100%75%-%-%100%50%71%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-11071175426Unweighted total
-1-285**64226Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----*--4--7Neither low nor high
-%-%-%-%-%4%-%-%58%-%-%28%

-*-252**32112Quite high
-%9%-%100%59%40%100%100%42%70%39%44%

-1--33---117Very high
-%91%-%-%41%56%-%-%-%30%61%27%

Don't Know (DO NOT READ
-----------*OUT)
-%-%-%-%-%-%-%-%-%-%-%1%

-1-285**34219NET: High
-%100%-%100%100%96%100%100%42%100%100%71%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
144-14132415242425212526Unweighted total
132-14*12413242326192626Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-2--64647277Neither low nor high
13%8%-%12%-%-%24%29%24%17%29%11%29%28%

9--9-1127121212101212Quite high
67%-%-%63%-%90%48%58%48%51%44%52%44%44%

22-3**71777777Very high
18%92%-%23%100%10%29%11%29%31%27%37%27%27%

Don't Know (DO NOT READ
*--*---*-*---*OUT)
2%-%-%2%-%-%-%2%-%1%-%-%-%1%

112-12*1199191919171919NET: High
84%92%-%85%100%100%76%69%76%82%71%89%71%71%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 164  (continuation)                                                                                                                                                  Page 2911

The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
10169215416620612426Unweighted total
1016132114184215*2626Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2622444-62-77Neither low nor high
19%34%15%100%33%88%21%-%26%37%-%28%28%

577-4-9383-1212Quite high
48%41%55%-%38%-%49%69%40%61%-%44%44%

344-3*517**77Very high
29%25%31%-%26%12%29%31%32%3%100%27%27%

Don't Know (DO NOT READ
*---*-*-*--**OUT)
3%-%-%-%3%-%2%-%1%-%-%1%1%

81111-7*144153*1819NET: High
78%66%85%-%65%12%78%100%72%63%100%71%71%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--31212122-226Unweighted total
--2*111111-126Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------7Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%28%

--*---------12Quite high
-%-%18%-%-%-%-%-%-%-%-%-%44%

--1*111111-17Very high
-%-%82%100%100%100%100%100%100%100%-%100%27%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

--2*111111-119NET: High
-%-%100%100%100%100%100%100%100%100%-%100%71%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
114433142326Unweighted total
226412124426Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--2-----237Neither low nor high
-%-%36%-%-%-%-%-%52%93%28%

-24211-*2*12Quite high
-%100%64%40%100%81%-%15%48%7%44%

2--3--12--7Very high
100%-%-%60%-%-%100%85%-%-%27%

Don't Know (DO NOT READ
-----*----*OUT)
-%-%-%-%-%19%-%-%-%-%1%

224411122*19NET: High
100%100%64%100%100%81%100%100%48%7%71%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
678526Unweighted total

1054726Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

2--57Neither low nor high
22%-%-%73%28%

632212Quite high
58%50%35%27%44%

233-7Very high
20%50%59%-%27%

Don't Know (DO NOT READ
--*-*OUT)
-%-%7%-%1%

854219NET: High
78%100%93%27%71%

-----NET: Low
-%-%-%-%-%
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The price of the postal services provided by UK Mail in the last 12 months (QOP4. 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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
41617111935114261Unweighted total
2*514132*124851Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2--*--*22Quite low
-%-%32%-%-%2%-%-%4%3%3%

---13----44Neither low nor high
-%-%-%7%20%-%-%-%-%8%7%

2**421**1911Quite high
91%100%3%28%17%54%28%81%51%19%21%

*-3981**13334Very high
9%-%65%63%63%39%45%19%45%69%68%

Don't Know (DO NOT READ
---*-**--**OUT)
-%-%-%2%-%4%28%-%-%1%1%

2*312112*114345NET: High
100%100%68%91%80%93%72%100%96%88%89%

--2--*--*22NET: Low
-%-%32%-%-%2%-%-%4%3%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
29644234107-83761Unweighted total
*324623486-96851Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2---2-----2Quite low
-%-%-%4%-%-%-%22%-%-%-%-%-%3%

---4--1-1-2--4Neither low nor high
-%-%-%8%-%-%27%-%15%-%18%-%-%7%

*119*1*5*-*2-11Quite high
100%37%37%19%12%34%3%63%5%-%2%33%-%21%

-213222315-74834Very high
-%54%63%69%88%66%69%14%80%-%80%67%100%68%

Don't Know (DO NOT READ
-*-*---*-----*OUT)
-%9%-%*%-%-%-%1%-%-%-%-%-%1%

*324023365-76845NET: High
100%91%100%88%100%100%73%76%85%-%82%100%100%89%

---2---2-----2NET: Low
-%-%-%4%-%-%-%22%-%-%-%-%-%3%
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Table 165  (continuation)                                                                                                                                                  Page 2917

The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
754214014--251219-61Unweighted total
644104015--26119-51Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*2-------2Quite low
-%4%16%*%12%-%-%-%-%-%-%-%3%

-4-42--2----4Neither low nor high
-%8%-%9%11%-%-%8%-%-%-%-%7%

*10292--5--4-11Quite high
2%24%15%22%11%-%-%21%-%-%42%-%21%

62872810--18115-34Very high
93%64%65%69%66%-%-%70%100%100%58%-%68%

Don't Know (DO NOT READ
***-*--*----*OUT)
5%*%4%-%1%-%-%1%-%-%-%-%1%

63983711--24119-45NET: High
95%88%80%91%77%-%-%91%100%100%100%-%89%

-22*2-------2NET: Low
-%4%16%*%12%-%-%-%-%-%-%-%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
26112316061Unweighted total
191319*5051Weighted total

------Very low
-%-%-%-%-%-%

-2*-22Quite low
-%13%*%-%3%3%

2-2-44Neither low nor high
11%-%9%-%7%7%

523-1111Quite high
28%14%17%-%21%21%

11914*3434Very high
60%71%74%100%68%68%

Don't Know (DO NOT READ
**--**OUT)
1%2%-%-%1%1%

171117*4445NET: High
89%85%91%100%89%89%

-2*-22NET: Low
-%13%*%-%3%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
33217655-----6272861Unweighted total
25197347-----3222651Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-------22Quite low
-%9%-%-%4%-%-%-%-%-%-%-%7%3%

112-4------134Neither low nor high
4%5%23%-%8%-%-%-%-%-%-%5%10%7%

91*19-----18111Quite high
38%4%6%42%19%-%-%-%-%-%42%37%4%21%

14155233-----2122034Very high
56%82%71%49%69%-%-%-%-%-%49%57%79%68%

Don't Know (DO NOT READ
*--**-----**-*OUT)
2%-%-%9%*%-%-%-%-%-%9%*%-%1%

23165342-----3202245NET: High
94%86%77%91%89%-%-%-%-%-%91%95%83%89%

-2--2-------22NET: Low
-%9%-%-%4%-%-%-%-%-%-%-%7%3%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edcbaSignificance Level: 95%
---5-32941184737313661Unweighted total
---4-22135124026192551Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2*2222Quite low
-%-%-%-%-%-%8%-%13%*%6%9%7%3%

d

-------2-2---4Neither low nor high
-%-%-%-%-%-%-%6%-%5%-%-%-%7%

---2-*174933311Quite high
-%-%-%53%-%2%5%21%29%23%12%17%13%21%

---2-2182572921142034Very high
-%-%-%44%-%98%87%73%57%71%81%73%80%68%

Don't Know (DO NOT READ
---*---*******OUT)
-%-%-%3%-%-%-%*%1%1%*%1%*%1%

---4-21933113825172345NET: High
-%-%-%97%-%100%92%94%86%94%93%90%93%89%

------2-2*2222NET: Low
-%-%-%-%-%-%8%-%13%*%6%9%7%3%

d

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 165  (continuation)                                                                                                                                                  Page 2921

The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-101548-----224361Unweighted total
-39311-----*33751Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-2-------*2Quite low
-%-%1%-%15%-%-%-%-%-%-%-%*%3%

------------24Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%5%7%

-12*------*1811Quite high
-%24%27%4%-%-%-%-%-%-%100%38%22%21%

-2739------22734Very high
-%73%73%96%85%-%-%-%-%-%-%62%72%68%

Don't Know (DO NOT READ
-*----------**OUT)
-%4%-%-%-%-%-%-%-%-%-%-%1%1%

-3939-----*33545NET: High
-%96%99%100%85%-%-%-%-%-%100%100%94%89%

--*-2-------*2NET: Low
-%-%1%-%15%-%-%-%-%-%-%-%*%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
13634279236291910761Unweighted total
22524278*32252011251Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2*------*2Quite low
-%7%-%6%1%-%-%-%-%-%-%3%3%

--31--2-11--4Neither low nor high
-%-%11%4%-%-%6%-%23%5%-%-%7%

-3382*7*18*111Quite high
-%13%11%30%24%100%22%5%18%38%1%28%21%

22019166-23221211234Very high
100%80%78%59%75%-%71%95%53%58%99%70%68%

Don't Know (DO NOT READ
-***--*-*---*OUT)
-%*%1%*%-%-%1%-%6%-%-%-%1%

22321248*30232011245NET: High
100%93%88%89%99%100%93%100%71%95%100%97%89%

-2-2*------*2NET: Low
-%7%-%6%1%-%-%-%-%-%-%3%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-123019389234321261Unweighted total
-72212346*24281051Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2--*-2-*2Quite low
-%-%8%-%-%1%-%7%-%1%3%

----11--114Neither low nor high
-%-%-%-%3%17%-%-%3%11%7%

-23181*37211Quite high
-%34%14%5%24%20%30%13%24%23%21%

-51712254*1920734Very high
-%66%77%95%73%63%70%80%71%66%68%

Don't Know (DO NOT READ
--*-*--**-*OUT)
-%-%*%-%1%-%-%*%1%-%1%

-72012335*2327945NET: High
-%100%92%100%96%82%100%93%96%89%89%

--2--*-2-*2NET: Low
-%-%8%-%-%1%-%7%-%1%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*c*ba*d*c*b*aSignificance Level: 95%
11934313134-222740-11271661Unweighted total
*1522261922-162336-7171251Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2*22-*---*2-2Quite low
-%*%8%*%9%8%-%*%-%-%-%1%10%-%3%

---2---222----4Neither low nor high
-%-%-%8%-%-%-%13%9%5%-%-%-%-%7%

*33733-569-23111Quite high
100%17%15%27%17%15%-%29%27%25%-%35%18%4%21%

-1217171417-91525-4121134Very high
-%83%77%66%73%77%-%58%65%68%-%65%71%96%68%

Don't Know (DO NOT READ
--*-**---*--*-*OUT)
-%-%*%-%1%*%-%-%-%1%-%-%1%-%1%

*1520241720-142134-7151245NET: High
100%100%92%92%90%92%-%87%91%94%-%99%90%100%89%

-*2*22-*---*2-2NET: Low
-%*%8%*%9%8%-%*%-%-%-%1%10%-%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
321-2034101323132561Unweighted total
12*-17248920142151Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

----*2--*--2Quite low
-%-%-%-%*%7%-%-%*%-%-%3%

----111-1124Neither low nor high
-%-%-%-%6%5%13%-%5%7%10%7%

12*-373325611Quite high
80%100%100%-%20%29%41%27%8%35%30%21%

*---1214471881334Very high
20%-%-%-%74%59%46%73%88%59%60%68%

Don't Know (DO NOT READ
-----*-----*OUT)
-%-%-%-%-%*%-%-%-%-%-%1%

12*-16217919131945NET: High
100%100%100%-%94%88%87%100%95%93%90%89%

----*2--*--2NET: Low
-%-%-%-%*%7%-%-%*%-%-%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
3418441-265845605657525661Unweighted total
2219430-214937504648414751Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2--2-222*22Quite low
8%-%-%6%-%-%3%-%3%4%4%*%4%3%

4--2--43424244Neither low nor high
17%-%-%7%-%-%7%7%7%4%8%5%8%7%

45*7-9106111099911Quite high
20%28%12%24%-%43%21%17%21%21%20%22%20%21%

1213419-123328343233303234Very high
54%72%88%63%-%56%68%75%68%70%69%73%68%68%

Don't Know (DO NOT READ
*--*-*********OUT)
2%-%-%1%-%1%*%1%*%1%*%*%*%1%

1619426-214434454143394245NET: High
74%100%100%86%-%99%89%92%89%91%89%95%88%89%

2--2--2-222*22NET: Low
8%-%-%6%-%-%3%-%3%4%4%*%4%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*ba*cb*ab*a*baSignificance Level: 95%
25362473093814431825161Unweighted total
193221624103011371424151Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22---*2-22-2Quite low
*%5%8%-%-%-%*%15%-%12%100%-%3%

13-13-4-13-24Neither low nor high
6%8%-%16%11%-%12%-%3%18%-%5%7%

5642435283-811Quite high
26%18%20%41%16%29%18%22%21%21%-%20%21%

1222153177217277-3134Very high
66%69%72%43%70%69%69%63%75%49%-%74%68%

Don't Know (DO NOT READ
**--***-*--**OUT)
2%*%-%-%2%1%1%-%1%-%-%1%1%

172819521102693510-3945NET: High
92%86%92%84%87%99%87%85%96%70%-%94%89%

*22---*2-22-2NET: Low
*%5%8%-%-%-%*%15%-%12%100%-%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-71141749-561Unweighted total
2-41121526-251Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

---------*-*2Quite low
-%-%-%-%-%-%-%-%-%1%-%3%3%

1-1----2-2--4Neither low nor high
50%-%21%-%-%-%-%39%-%32%-%-%7%

--*1-*-1*1-*11Quite high
-%-%9%100%-%5%-%23%5%19%-%5%21%

1-3-121223-234Very high
50%-%70%-%100%95%100%39%95%49%-%93%68%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

1-31121324-245NET: High
50%-%79%100%100%100%100%61%100%67%-%97%89%

---------*-*2NET: Low
-%-%-%-%-%-%-%-%-%1%-%3%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
46567641123761Unweighted total
4468633823451Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

----2--*---2Quite low
-%-%-%-%27%-%-%1%-%-%-%3%

---2---2---4Neither low nor high
-%-%-%21%-%-%-%26%-%-%-%7%

**22*1*1*2111Quite high
3%4%30%26%2%41%11%19%22%82%14%21%

444442242*434Very high
95%96%70%53%71%50%89%54%78%18%86%68%

Don't Know (DO NOT READ
*----*-----*OUT)
3%-%-%-%-%9%-%-%-%-%-%1%

4466433623445NET: High
97%100%100%79%73%91%100%73%100%100%100%89%

----2--*---2NET: Low
-%-%-%-%27%-%-%1%-%-%-%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
1018211261Unweighted total

82014951Weighted total

-----Very low
-%-%-%-%-%

-2*-2Quite low
-%8%*%-%3%

-22-4Neither low nor high
-%8%15%-%7%

*43311Quite high
3%20%23%36%21%

8128634Very high
95%64%60%64%68%

Don't Know (DO NOT READ
*-*-*OUT)
1%-%2%-%1%

81611945NET: High
99%83%83%100%89%

-2*-2NET: Low
-%8%*%-%3%
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The quality of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
41617111935114261Unweighted total
2*514132*124851Weighted total

----2----22Very low
-%-%-%-%12%-%-%-%-%3%3%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--235*-**1313Neither low nor high
-%-%32%21%37%10%-%38%3%27%26%

2*36*2**11517Quite high
91%100%62%46%2%67%72%62%67%31%33%

*-*46*--*1718Very high
9%-%6%30%48%19%-%-%30%36%35%

Don't Know (DO NOT READ
---*-**--11OUT)
-%-%-%2%-%4%28%-%-%3%3%

2*31072**13234NET: High
100%100%68%76%51%86%72%62%97%67%68%

----2----22NET: Low
-%-%-%-%12%-%-%-%-%3%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
29644234107-83761Unweighted total
*324623486-96851Weighted total

---2------2--2Very low
-%-%-%4%-%-%-%-%-%-%18%-%-%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***13-2131-24-13Neither low nor high
41%9%3%28%-%60%31%43%15%-%18%67%-%26%

*2114*1331-*-517Quite high
59%52%63%30%12%40%69%42%20%-%2%-%63%33%

-11162--14-52318Very high
-%30%34%36%88%-%-%14%65%-%50%33%37%35%

Don't Know (DO NOT READ
-*-1---*--1--1OUT)
-%9%-%3%-%-%-%1%-%-%12%-%-%3%

*323021345-52834NET: High
59%82%97%66%100%40%69%56%85%-%52%33%100%68%

---2------2--2NET: Low
-%-%-%4%-%-%-%-%-%-%18%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
754214014--251219-61Unweighted total
644104015--26119-51Weighted total

-2-22-------2Very low
-%4%-%4%11%-%-%-%-%-%-%-%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*13492--9--2-13Neither low nor high
2%29%38%23%11%-%-%37%-%-%24%-%26%

2145113--91-3-17Quite high
34%33%53%28%21%-%-%35%100%-%40%-%33%

3151178--6-13-18Very high
43%34%5%42%56%-%-%23%-%100%36%-%35%

Don't Know (DO NOT READ
1**1*--1----1OUT)

21%*%4%3%1%-%-%5%-%-%-%-%3%

52962811--15117-34NET: High
77%67%58%70%77%-%-%58%100%100%76%-%68%

-2-22-------2NET: Low
-%4%-%4%11%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
26112316061Unweighted total
191319*5051Weighted total

--2-22Very low
-%-%9%-%3%3%

------Quite low
-%-%-%-%-%-%

454-1313Neither low nor high
22%40%21%-%26%26%

944-1717Quite high
46%30%21%-%33%33%

539*1718Very high
26%27%50%100%34%35%

Don't Know (DO NOT READ
1*--11OUT)
6%2%-%-%3%3%

14713*3434NET: High
72%57%70%100%68%68%

--2-22NET: Low
-%-%9%-%3%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
33217655-----6272861Unweighted total
25197347-----3222651Weighted total

--2-2-------22Very low
-%-%23%-%3%-%-%-%-%-%-%-%6%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

652*13-----*6713Neither low nor high
26%25%28%4%28%-%-%-%-%-%4%29%26%26%

124*314-----39417Quite high
50%21%6%87%29%-%-%-%-%-%87%44%17%33%

5103-18------51318Very high
18%54%43%-%37%-%-%-%-%-%-%21%51%35%

Don't Know (DO NOT READ
1--*1-----*1-1OUT)
6%-%-%9%2%-%-%-%-%-%9%5%-%3%

17143332-----3141734NET: High
68%75%49%87%67%-%-%-%-%-%87%65%68%68%

--2-2-------22NET: Low
-%-%23%-%3%-%-%-%-%-%-%-%6%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edcbaSignificance Level: 95%
---5-32941184737313661Unweighted total
---4-22135124026192551Weighted total

-------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-*51051176713Neither low nor high
-%-%-%53%-%2%25%28%43%28%28%30%29%26%

-----2913716119917Quite high
-%-%-%-%-%98%43%38%53%38%41%47%37%33%

---2--511*1274718Very high
-%-%-%44%-%-%26%30%2%30%27%22%29%35%

Don't Know (DO NOT READ
---*--11*11*11OUT)
-%-%-%3%-%-%5%3%1%3%4%1%5%3%

---2-2142472818131634NET: High
-%-%-%44%-%98%70%68%56%69%68%69%66%68%

-------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-101548-----224361Unweighted total
-39311-----*33751Weighted total

-------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*4-4-------1113Neither low nor high
-%7%39%-%32%-%-%-%-%-%-%-%30%26%

-2332-----*31317Quite high
-%82%34%100%18%-%-%-%-%-%100%100%34%33%

-*2-4-------1218Very high
-%7%27%-%41%-%-%-%-%-%-%-%33%35%

Don't Know (DO NOT READ
-*--1-------11OUT)
-%4%-%-%10%-%-%-%-%-%-%-%4%3%

-2636-----*32534NET: High
-%89%61%100%59%-%-%-%-%-%100%100%66%68%

-------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
13634279236291910761Unweighted total
22524278*32252011251Weighted total

--2---------2Very low
-%-%7%-%-%-%-%-%-%-%-%-%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

26582*9-182*13Neither low nor high
100%23%20%31%24%41%29%-%26%39%17%3%26%

-117103*12*366117Quite high
-%44%30%36%39%59%38%5%68%28%52%35%33%

-7993-92-73*18Very high
-%29%37%33%37%-%29%95%-%33%30%13%35%

Don't Know (DO NOT READ
-11*--1-*--11OUT)
-%5%6%*%-%-%4%-%6%-%-%49%3%

-1816186*2123129134NET: High
-%72%67%69%76%59%67%100%68%61%83%48%68%

--2---------2NET: Low
-%-%7%-%-%-%-%-%-%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 166  (continuation)                                                                                                                                                  Page 2939

The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-123019389234321261Unweighted total
-72212346*24281051Weighted total

----------2Very low
-%-%-%-%-%-%-%-%-%-%3%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-46483-67313Neither low nor high
-%57%26%31%24%49%-%23%23%31%26%

-285123*119517Quite high
-%23%35%42%36%51%30%44%34%52%33%

-17312-*711218Very high
-%19%33%28%36%-%70%28%38%17%35%

Don't Know (DO NOT READ
--1-1--11-1OUT)
-%-%5%-%4%-%-%5%5%-%3%

-3158253*1720734NET: High
-%43%69%69%72%51%100%72%72%69%68%

----------2NET: Low
-%-%-%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*c*ba*d*c*b*aSignificance Level: 95%
11934313134-222740-11271661Unweighted total
*1522261922-162336-7171251Weighted total

--------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%3%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-461066-6811-46213Neither low nor high
-%25%26%37%30%26%-%38%33%31%-%60%34%18%26%

*891299-6914-27717Quite high
100%51%41%46%47%41%-%36%41%39%-%36%41%62%33%

-47347-4510-*4218Very high
-%24%33%13%22%32%-%26%21%26%-%4%25%20%35%

Don't Know (DO NOT READ
--*1**--11--*-1OUT)
-%-%*%4%1%*%-%-%5%4%-%-%1%-%3%

*1116151316-101424-3111034NET: High
100%75%73%59%69%74%-%62%62%65%-%40%66%82%68%

--------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%3%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 166  (continuation)                                                                                                                                                  Page 2941

The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
321-2034101323132561Unweighted total
12*-17248920142151Weighted total

-----------2Very low
-%-%-%-%-%-%-%-%-%-%-%3%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-2--585276813Neither low nor high
-%77%-%-%28%36%63%23%32%47%36%26%

1**-9735651017Quite high
100%23%100%-%51%32%37%59%27%38%50%33%

----46-282218Very high
-%-%-%-%21%28%-%18%40%15%9%35%

Don't Know (DO NOT READ
-----1----11OUT)
-%-%-%-%-%5%-%-%-%-%5%3%

1**-1214371471234NET: High
100%23%100%-%72%59%37%77%68%53%59%68%

-----------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
3418441-265845605657525661Unweighted total
2219430-214937504648414751Weighted total

2-----222-2-22Very low
7%-%-%-%-%-%3%4%3%-%3%-%3%3%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4828-6136131213101313Neither low nor high
18%41%49%25%-%29%27%17%26%25%27%24%28%26%

88214-91714171616151517Quite high
35%41%39%45%-%43%34%38%33%35%33%37%31%33%

73*7-61714181716151618Very high
33%18%12%24%-%28%34%37%35%37%34%36%35%35%

Don't Know (DO NOT READ
1--1-*11111111OUT)
7%-%-%5%-%1%2%4%2%3%2%3%2%3%

1511221-153328343332303134NET: High
68%59%51%70%-%71%68%74%68%71%67%73%66%68%

2-----222-2-22NET: Low
7%-%-%-%-%-%3%4%3%-%3%-%3%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*ba*cb*ab*a*baSignificance Level: 95%
25362473093814431825161Unweighted total
193221624103011371424151Weighted total

-2--2-2--2--2Very low
-%5%-%-%7%-%5%-%-%12%-%-%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

3103182849421113Neither low nor high
16%32%17%21%36%20%25%34%24%31%97%28%26%

89638485116*1317Quite high
41%28%27%47%35%39%27%44%30%39%3%31%33%

81011254122162-1618Very high
42%31%52%32%21%40%38%22%44%11%-%38%35%

Don't Know (DO NOT READ
*11-**1-*1-11OUT)
2%4%5%-%2%1%4%-%1%8%-%3%3%

1519165138207277*2834NET: High
83%59%78%79%56%79%65%66%75%50%3%69%68%

-2--2-2--2--2NET: Low
-%5%-%-%7%-%5%-%-%12%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-71141749-561Unweighted total
2-41121526-251Weighted total

------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%3%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--*-2*2-*13Neither low nor high
50%-%22%-%-%2%-%40%2%33%-%2%26%

--11111212-117Quite high
-%-%29%100%100%47%100%40%47%34%-%48%33%

1-1-----11--18Very high
50%-%24%-%-%-%-%-%51%17%-%-%35%

Don't Know (DO NOT READ
--1--1-1-1-11OUT)
-%-%24%-%-%51%-%21%-%17%-%49%3%

1-21111223-134NET: High
50%-%53%100%100%47%100%40%98%51%-%48%68%

------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
46567641123761Unweighted total
4468633823451Weighted total

---2-------2Very low
-%-%-%21%-%-%-%-%-%-%-%3%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

2*243-*2--*13Neither low nor high
47%2%28%49%54%-%11%27%-%-%3%26%

2**21312*2217Quite high
50%7%2%29%14%82%39%31%22%82%53%33%

-44-2*122*218Very high
-%92%70%-%33%9%50%28%78%18%44%35%

Don't Know (DO NOT READ
*----*-1---1OUT)
3%-%-%-%-%9%-%14%-%-%-%3%

2442332523434NET: High
50%98%72%29%46%91%89%59%100%100%97%68%

---2-------2NET: Low
-%-%-%21%-%-%-%-%-%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
1018211261Unweighted total

82014951Weighted total

-2--2Very low
-%8%-%-%3%

-----Quite low
-%-%-%-%-%

292*13Neither low nor high
24%44%17%1%26%

236517Quite high
28%16%45%54%33%

464418Very high
46%31%28%44%35%

Don't Know (DO NOT READ
*-1-1OUT)
1%-%10%-%3%

6910934NET: High
74%47%73%99%68%

-2--2NET: Low
-%8%-%-%3%
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The price of the postal services provided by UPS in the last 12 months (QOP4. 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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---11----44Unweighted total
---2*----44Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---2-----22Neither low nor high
-%-%-%100%-%-%-%-%-%43%43%

----*----22Quite high
-%-%-%-%100%-%-%-%-%50%50%

---------**Very high
-%-%-%-%-%-%-%-%-%7%7%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

----*----22NET: High
-%-%-%-%100%-%-%-%-%57%57%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-2-1--1----4Unweighted total
**-4-2--2----4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-2-------2Neither low nor high
-%-%-%50%-%100%-%-%-%-%-%-%-%43%

-*-2----2----2Quite high
-%100%-%50%-%-%-%-%100%-%-%-%-%50%

*------------*Very high
100%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-2----2----2NET: High
100%100%-%50%-%-%-%-%100%-%-%-%-%57%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-4132--2----4Unweighted total
-4222--2----4Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22----2----2Neither low nor high
-%43%100%-%-%-%-%86%-%-%-%-%43%

-2-22--*----2Quite high
-%50%-%88%86%-%-%14%-%-%-%-%50%

-*-**-------*Very high
-%7%-%12%14%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2NET: High
-%57%-%100%100%-%-%14%-%-%-%-%57%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2-2-44Unweighted total
2-2-44Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

--2-22Neither low nor high
-%-%86%-%43%43%

2---22Quite high
100%-%-%-%50%50%

--*-**Very high
-%-%14%-%7%7%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2-*-22NET: High
100%-%14%-%57%57%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21113-----1124Unweighted total
22*22-----2*24Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-------22Neither low nor high
-%100%-%-%76%-%-%-%-%-%-%-%86%43%

2--2*-----2*-2Quite high
100%-%-%100%12%-%-%-%-%-%100%100%-%50%

--*-*-------**Very high
-%-%100%-%12%-%-%-%-%-%-%-%14%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*21-----2**2NET: High
100%-%100%100%24%-%-%-%-%-%100%100%14%57%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------23132214Unweighted total
------22*422*4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2-2---2Neither low nor high
-%-%-%-%-%-%-%76%-%47%-%-%-%43%

------2**222*2Quite high
-%-%-%-%-%-%100%12%100%53%100%100%100%50%

-------*-----*Very high
-%-%-%-%-%-%-%12%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------21*222*2NET: High
-%-%-%-%-%-%100%24%100%53%100%100%100%57%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11-------1-24Unweighted total
-*2-------2-24Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%86%43%

-*2-------2-*2Quite high
-%100%100%-%-%-%-%-%-%-%100%-%14%50%

-------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2-------2-*2NET: High
-%100%100%-%-%-%-%-%-%-%100%-%14%57%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-222--3-21--4Unweighted total
-222--4-22--4Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2--2--2Neither low nor high
-%-%86%-%-%-%47%-%-%100%-%-%43%

-2-2--2-2---2Quite high
-%100%-%100%-%-%53%-%100%-%-%-%50%

--*---------*Very high
-%-%14%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2--2-2---2NET: High
-%100%14%100%-%-%53%-%100%-%-%-%57%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-12-2124Unweighted total
--*-22-2224Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

----2---2-2Neither low nor high
-%-%-%-%100%-%-%-%100%-%43%

--*--2-2-22Quite high
-%-%100%-%-%100%-%100%-%100%50%

----------*Very high
-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*--2-2-22NET: High
-%-%100%-%-%100%-%100%-%100%57%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---221-113--124Unweighted total
---22*-**4--*24Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------2----2Neither low nor high
-%-%-%-%-%-%-%-%-%47%-%-%-%-%43%

---22*-**2--*22Quite high
-%-%-%100%100%100%-%100%100%53%-%-%100%100%50%

--------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---22*-**2--*22NET: High
-%-%-%100%100%100%-%100%100%53%-%-%100%100%57%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1----1-131-4Unweighted total
2----*-*4*-4Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

--------2--2Neither low nor high
-%-%-%-%-%-%-%-%47%-%-%43%

2----*-*2*-2Quite high
100%-%-%-%-%100%-%100%53%100%-%50%

-----------*Very high
-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2----*-*2*-2NET: High
100%-%-%-%-%100%-%100%53%100%-%57%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-132423334Unweighted total
-2-2-242424444Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2-2222Neither low nor high
-%-%-%-%-%-%47%-%43%-%47%47%47%43%

-2-2-222222222Quite high
-%100%-%100%-%100%53%100%50%100%53%53%53%50%

--------*----*Very high
-%-%-%-%-%-%-%-%7%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-222222222NET: High
-%100%-%100%-%100%53%100%57%100%53%53%53%57%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
311-3-2231-34Unweighted total
22*-4-2222-44Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2--2-22Neither low nor high
-%100%-%-%47%-%86%-%-%100%-%47%43%

2---2--22--22Quite high
88%-%-%-%53%-%-%100%88%-%-%46%50%

*-*---*-*--**Very high
12%-%100%-%-%-%14%-%12%-%-%7%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*-2-*22--22NET: High
100%-%100%-%53%-%14%100%100%-%-%53%57%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------4Unweighted total
------------4Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%43%

------------2Quite high
-%-%-%-%-%-%-%-%-%-%-%-%50%

------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2NET: High
-%-%-%-%-%-%-%-%-%-%-%-%57%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q2 2018Q1 2018Oct' 2018Jun' 2018May' 2018Feb' 2018Total base

*c*b*a*d*c*b*aSignificance Level: 95%
12111114Unweighted total
2122**24Weighted total

--------Very low
-%-%-%-%-%-%-%-%

--------Quite low
-%-%-%-%-%-%-%-%

--2---22Neither low nor high
-%-%100%-%-%-%100%43%

2*-2*--2Quite high
100%50%-%100%100%-%-%50%

-*---*-*Very high
-%50%-%-%-%100%-%7%

Don't Know (DO NOT READ
--------OUT)
-%-%-%-%-%-%-%-%

21-2**-2NET: High
100%100%-%100%100%100%-%57%

--------NET: Low
-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---11----44Unweighted total
---2*----44Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---2*----22Neither low nor high
-%-%-%100%100%-%-%-%-%50%50%

---------22Quite high
-%-%-%-%-%-%-%-%-%43%43%

---------**Very high
-%-%-%-%-%-%-%-%-%7%7%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

---------22NET: High
-%-%-%-%-%-%-%-%-%50%50%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-2-1--1----4Unweighted total
**-4-2--2----4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2-2-------2Neither low nor high
-%100%-%50%-%100%-%-%-%-%-%-%-%50%

---2----2----2Quite high
-%-%-%50%-%-%-%-%100%-%-%-%-%43%

*------------*Very high
100%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2----2----2NET: High
100%-%-%50%-%-%-%-%100%-%-%-%-%50%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-4132--2----4Unweighted total
-4222--2----4Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*---2----2Neither low nor high
-%50%100%12%-%-%-%100%-%-%-%-%50%

-2-22-------2Quite high
-%43%-%76%86%-%-%-%-%-%-%-%43%

-*-**-------*Very high
-%7%-%12%14%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22-------2NET: High
-%50%-%88%100%-%-%-%-%-%-%-%50%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2-2-44Unweighted total
2-2-44Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

*-2-22Neither low nor high
14%-%86%-%50%50%

2---22Quite high
86%-%-%-%43%43%

--*-**Very high
-%-%14%-%7%7%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2-*-22NET: High
86%-%14%-%50%50%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21113-----1124Unweighted total
22*22-----2*24Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2------*22Neither low nor high
14%100%-%-%88%-%-%-%-%-%-%100%86%50%

2--2------2--2Quite high
86%-%-%100%-%-%-%-%-%-%100%-%-%43%

--*-*-------**Very high
-%-%100%-%12%-%-%-%-%-%-%-%14%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*2*-----2-*2NET: High
86%-%100%100%12%-%-%-%-%-%100%-%14%50%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------23132214Unweighted total
------22*422*4Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*2*2***2Neither low nor high
-%-%-%-%-%-%14%88%100%54%14%14%100%50%

------2--222-2Quite high
-%-%-%-%-%-%86%-%-%46%86%86%-%43%

-------*-----*Very high
-%-%-%-%-%-%-%12%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2*-222-2NET: High
-%-%-%-%-%-%86%12%-%46%86%86%-%50%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11-------1-24Unweighted total
-*2-------2-24Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*----------22Neither low nor high
-%100%-%-%-%-%-%-%-%-%-%-%100%50%

--2-------2--2Quite high
-%-%100%-%-%-%-%-%-%-%100%-%-%43%

-------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2-------2--2NET: High
-%-%100%-%-%-%-%-%-%-%100%-%-%50%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-222--3-21--4Unweighted total
-222--4-22--4Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2*--2-*2--2Neither low nor high
-%14%86%14%-%-%54%-%14%100%-%-%50%

-2-2--2-2---2Quite high
-%86%-%86%-%-%46%-%86%-%-%-%43%

--*---------*Very high
-%-%14%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2--2-2---2NET: High
-%86%14%86%-%-%46%-%86%-%-%-%50%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-12-2124Unweighted total
--*-22-2224Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*-2*-*2*2Neither low nor high
-%-%100%-%100%14%-%14%100%14%50%

-----2-2-22Quite high
-%-%-%-%-%86%-%86%-%86%43%

----------*Very high
-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-----2-2-22NET: High
-%-%-%-%-%86%-%86%-%86%50%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---221-113--124Unweighted total
---22*-**4--*24Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---***-**2--**2Neither low nor high
-%-%-%14%14%100%-%100%100%54%-%-%100%14%50%

---22----2---22Quite high
-%-%-%86%86%-%-%-%-%46%-%-%-%86%43%

--------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---22----2---22NET: High
-%-%-%86%86%-%-%-%-%46%-%-%-%86%50%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1----1-131-4Unweighted total
2----*-*4*-4Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----*-*2*-2Neither low nor high
-%-%-%-%-%100%-%100%54%100%-%50%

2-------2--2Quite high
100%-%-%-%-%-%-%-%46%-%-%43%

-----------*Very high
-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2-------2--2NET: High
100%-%-%-%-%-%-%-%46%-%-%50%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-132423334Unweighted total
-2-2-242424444Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--2*2*2222Neither low nor high
-%14%-%14%-%-%54%14%50%14%54%54%54%50%

-2-2-222222222Quite high
-%86%-%86%-%100%46%86%43%86%46%46%46%43%

--------*----*Very high
-%-%-%-%-%-%-%-%7%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-222222222NET: High
-%86%-%86%-%100%46%86%50%86%46%46%46%50%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
311-3-2231-34Unweighted total
22*-4-2222-44Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2-2**2-22Neither low nor high
12%100%-%-%54%-%86%14%12%100%-%47%50%

2---2--22--22Quite high
76%-%-%-%46%-%-%86%76%-%-%46%43%

*-*---*-*--**Very high
12%-%100%-%-%-%14%-%12%-%-%7%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*-2-*22--22NET: High
88%-%100%-%46%-%14%86%88%-%-%53%50%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------4Unweighted total
------------4Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%50%

------------2Quite high
-%-%-%-%-%-%-%-%-%-%-%-%43%

------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2NET: High
-%-%-%-%-%-%-%-%-%-%-%-%50%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q2 2018Q1 2018Oct' 2018Jun' 2018May' 2018Feb' 2018Total base

*c*b*a*d*c*b*aSignificance Level: 95%
12111114Unweighted total
2122**24Weighted total

--------Very low
-%-%-%-%-%-%-%-%

--------Quite low
-%-%-%-%-%-%-%-%

-*2-*-22Neither low nor high
-%50%100%-%100%-%100%50%

2--2---2Quite high
100%-%-%100%-%-%-%43%

-*---*-*Very high
-%50%-%-%-%100%-%7%

Don't Know (DO NOT READ
--------OUT)
-%-%-%-%-%-%-%-%

2*-2-*-2NET: High
100%50%-%100%-%100%-%50%

--------NET: Low
-%-%-%-%-%-%-%-%
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The price of the postal services provided by Yodel in the last 12 months (QOP4. 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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
64526192215165981Unweighted total
21427222**27072Weighted total

---1-*--*11Very low
-%-%-%4%-%2%-%-%3%2%2%

---2-----33Quite low
-%-%-%6%-%-%-%-%-%4%4%

2---2**-*55Neither low nor high
83%-%-%-%7%7%100%-%6%7%7%

**21091-*12829Quite high
5%46%52%38%41%33%-%32%35%41%40%

**212111-*13132Very high
12%54%48%45%51%57%-%68%57%44%44%

Don't Know (DO NOT READ
---2-----22OUT)
-%-%-%7%-%-%-%-%-%3%3%

*1422202-*25961NET: High
17%100%100%83%93%90%-%100%91%85%85%

---3-*--*44NET: Low
-%-%-%10%-%2%-%-%3%5%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1312947394115-72681Unweighted total

532631106148-1021072Weighted total

--*1--1------1Very low
-%-%2%2%-%-%17%-%-%-%-%-%-%2%

---3---1--2--3Quite low
-%-%-%4%-%-%-%7%-%-%17%-%-%4%

*--5--22----25Neither low nor high
1%-%-%8%-%-%26%14%-%-%-%-%16%7%

22124*4-53-6-529Quite high
38%83%49%38%17%37%-%36%44%-%65%-%48%40%

3*12817464-22232Very high
61%17%49%44%83%63%57%43%56%-%17%100%18%44%

Don't Know (DO NOT READ
---2--------22OUT)
-%-%-%3%-%-%-%-%-%-%-%-%18%3%

532521104118-82761NET: High
99%100%98%83%100%100%57%79%100%-%83%100%66%85%

--*4--11--2--4NET: Low
-%-%2%6%-%-%17%7%-%-%17%-%-%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*baba*h*g*fe*d*c*b*aSignificance Level: 95%
47731502222308214181Unweighted total
2701655173*301029172Weighted total

-1*1-1----*-1Very low
-%2%*%2%-%36%-%-%-%-%1%-%2%

-3123-------3Quite low
-%4%6%3%16%-%-%-%-%-%-%-%4%

-5*52--22-*-5Neither low nor high
-%8%1%9%9%-%-%5%19%-%2%-%7%

*297225-*8726-29Quite high
4%42%42%40%31%-%100%28%69%100%73%-%40%

23082482-181-2132Very high
96%43%50%43%44%64%-%60%12%-%24%100%44%

Don't Know (DO NOT READ
-2-2---2----2OUT)
-%3%-%3%-%-%-%6%-%-%-%-%3%

2591546132*26828161NET: High
100%84%92%82%75%64%100%88%81%100%98%100%85%

-41331----*-4NET: Low
-%6%7%5%16%36%-%-%-%-%1%-%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4083337881Unweighted total
3492956672Weighted total

1-*-11Very low
3%-%*%-%2%2%

21--33Quite low
5%11%-%-%4%4%

2-4-55Neither low nor high
5%-%12%-%8%7%

1521252429Quite high
44%26%40%100%35%40%

14612-3232Very high
42%63%41%-%48%44%

Don't Know (DO NOT READ
--2-22OUT)
-%-%7%-%3%3%

2982355561NET: High
87%89%81%100%83%85%

31*-44NET: Low
8%11%*%-%6%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
392913972----27304281Unweighted total
332514665----24263972Weighted total

1---1------1-1Very low
3%-%-%-%2%-%-%-%-%-%-%4%-%2%

3---3------3-3Quite low
9%-%-%-%4%-%-%-%-%-%-%11%-%4%

a

24-24-----2*45Neither low nor high
5%14%-%26%6%-%-%-%-%-%41%*%9%7%

8156326----2142129Quite high
23%61%43%51%39%-%-%-%-%100%22%17%54%40%

bb

1768230-----2161432Very high
54%25%57%24%46%-%-%-%-%-%38%61%37%44%

a

Don't Know (DO NOT READ
2---2------2-2OUT)
6%-%-%-%3%-%-%-%-%-%-%7%-%3%

252214556----22203661NET: High
77%86%100%74%86%-%-%-%-%100%59%78%91%85%

4---4------4-4NET: Low
12%-%-%-%6%-%-%-%-%-%-%15%-%5%

a
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-----45360235857455181Unweighted total
-----24256174644343772Weighted total

-----*-**1***1Very low
-%-%-%-%-%2%-%*%*%2%*%*%*%2%

------33333333Quite low
-%-%-%-%-%-%7%5%16%6%6%8%7%4%

-----245225555Neither low nor high
-%-%-%-%-%79%9%9%10%4%12%15%14%7%

d

-----*13213171391029Quite high
-%-%-%-%-%14%31%37%15%37%30%27%28%40%

-----*212582221151732Very high
-%-%-%-%-%5%50%45%47%46%47%44%46%44%

Don't Know (DO NOT READ
------22222222OUT)
-%-%-%-%-%-%5%3%11%4%4%6%5%3%

-----*3346103934242761NET: High
-%-%-%-%-%19%80%82%62%84%77%71%74%85%

-----*33343334NET: Low
-%-%-%-%-%2%7%5%17%8%6%8%8%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
18201414----1235281Unweighted total
*4151014----2333972Weighted total

--*---------11Very low
-%-%*%-%-%-%-%-%-%-%-%-%3%2%

--12--------33Quite low
-%-%7%17%-%-%-%-%-%-%-%-%7%4%

-222-----2--*5Neither low nor high
-%37%11%20%-%-%-%-%-%100%-%-%*%7%

-1426------*1729Quite high
-%18%25%24%44%-%-%-%-%-%-%15%44%40%

*2846-----331632Very high
100%46%57%39%43%-%-%-%-%-%100%85%41%44%

Don't Know (DO NOT READ
----2-------22OUT)
-%-%-%-%13%-%-%-%-%-%-%-%5%3%

*312613-----333361NET: High
100%63%81%63%87%-%-%-%-%-%100%100%85%85%

--12--------44NET: Low
-%-%7%17%-%-%-%-%-%-%-%-%10%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
9484239123432171416981Unweighted total
63836364240*131411772Weighted total

-*1---1-1*--1Very low
-%*%3%-%-%-%3%-%8%*%-%-%2%

-3-3--3--1-23Quite low
-%7%-%8%-%-%7%-%-%7%-%23%4%

*524*-2*2-*-5Neither low nor high
2%14%5%10%1%-%4%27%13%-%*%-%7%

4914151214-444429Quite high
64%24%39%41%26%97%36%-%31%32%40%58%40%

21917153*18*695132Very high
34%50%47%41%73%3%45%73%48%61%43%20%44%

Don't Know (DO NOT READ
-22---2---2-2OUT)
-%5%5%-%-%-%5%-%-%-%17%-%3%

62831304233*10139661NET: High
98%74%87%83%99%100%81%73%79%92%83%77%85%

-313--4-11-24NET: Low
-%7%3%8%-%-%10%-%8%8%-%23%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbab*a*ba*b*aSignificance Level: 95%
-1339354216248291681Unweighted total
-1029233214238191672Weighted total

-*-*1--*1-1Very low
-%*%-%*%3%-%-%*%6%-%2%

-23121-3213Quite low
-%17%9%5%5%8%-%7%9%7%4%

-2522--52-5Neither low nor high
-%19%18%8%6%-%-%14%9%-%7%

-4810125294629Quite high
-%37%27%44%38%37%97%24%22%40%40%

-31210148*199932Very high
-%26%40%44%42%56%3%50%45%54%44%

Don't Know (DO NOT READ
--2-2--22-2OUT)
-%-%6%-%6%-%-%5%10%-%3%

-620202613228131561NET: High
-%64%67%87%80%92%100%74%67%93%85%

b

-23131-3314NET: Low
-%18%9%5%9%8%-%7%15%7%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*c*ba*d*cb*aSignificance Level: 95%
128363336442122749-9342681Unweighted total
*2126232831171741-6281772Weighted total

--*1**---1--*-1Very low
-%-%*%5%*%*%-%-%-%3%-%-%*%-%2%

-13133--13-2313Quite low
-%5%11%5%10%9%-%-%6%7%-%30%10%6%4%

-53*55-**2-*525Neither low nor high
-%25%13%*%18%16%-%1%*%4%-%2%19%11%7%

cc

-37956*5617-36729Quite high
-%15%27%37%18%21%83%63%35%42%-%53%21%41%40%

*1011121415*31016-112732Very high
100%46%42%53%48%48%17%35%58%40%-%15%43%41%44%

Don't Know (DO NOT READ
-22-22---2--2-2OUT)
-%9%7%-%7%6%-%-%-%5%-%-%7%-%3%

*1318211821171634-4181461NET: High
100%61%69%90%65%69%100%99%94%82%-%69%65%82%85%

ab

-13233--14-2314NET: Low
-%5%11%10%10%9%-%-%6%9%-%30%10%6%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
1522263591040172781Unweighted total
272322274432132172Weighted total

-----****--1Very low
-%-%-%-%-%*%1%1%*%-%-%2%

---113223333Quite low
-%-%-%36%5%10%48%40%9%21%13%4%

-2--53****-5Neither low nor high
-%23%-%-%23%13%3%2%*%*%-%7%

21224612155729Quite high
100%15%86%64%16%23%37%41%48%38%35%40%

-4*-1013*11451132Very high
-%62%14%-%47%47%11%16%43%40%52%44%

Don't Know (DO NOT READ
----22-----2OUT)
-%-%-%-%9%7%-%-%-%-%-%3%

262214192229101861NET: High
100%77%100%64%63%70%48%57%91%78%87%85%

---113223334NET: Low
-%-%-%36%5%10%49%41%9%21%13%5%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 169  (continuation)                                                                                                                                                  Page 2988

The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4023353-297164777572637181Unweighted total
2925441-225956676561515972Weighted total

1--1--1-*1***1Very low
4%-%-%3%-%-%2%-%*%2%*%*%*%2%

-31--333333333Quite low
-%11%28%-%-%13%5%5%4%4%5%5%5%4%

4223-*44555555Neither low nor high
12%7%44%8%-%1%6%6%8%8%8%10%9%7%

711112-102121262321171929Quite high
25%46%28%29%-%49%36%37%38%36%35%34%33%40%

159-23-82829323030243032Very high
53%37%-%56%-%38%48%52%47%47%49%47%50%44%

Don't Know (DO NOT READ
2--2--2-222222OUT)
7%-%-%5%-%-%3%-%3%3%3%4%3%3%

2221135-194950575451414961NET: High
77%82%28%84%-%86%84%89%85%83%84%81%83%85%

1311-343343334NET: Low
4%11%28%3%-%13%7%5%4%6%5%6%5%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
36453683795715621927281Unweighted total
35373373275014522016572Weighted total

1*--1-1-*1-11Very low
3%*%-%-%3%-%2%-%*%5%-%2%2%

-32-1-3-3--33Quite low
-%7%5%-%3%-%6%-%5%-%-%4%4%

*55-**4224*35Neither low nor high
*%14%16%-%*%1%7%12%3%18%18%5%7%

ba

13161321431610218-2429Quite high
36%44%40%28%43%37%32%73%40%42%-%37%40%

1913115165252257*3132Very high
55%34%34%72%50%61%50%16%48%35%82%48%44%

Don't Know (DO NOT READ
2-2---2-2--22OUT)
5%-%6%-%-%-%4%-%4%-%-%3%3%

322924730741134515*5561NET: High
91%78%74%100%93%99%82%88%88%77%82%86%85%

c

132-2-4-31-44NET: Low
3%8%5%-%7%-%8%-%5%5%-%6%5%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 169  (continuation)                                                                                                                                                  Page 2990

The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
52764967141311781Unweighted total
3131142466*572Weighted total

1-*--*-111-*1Very low
42%-%2%-%-%1%-%31%18%19%-%1%2%

------------3Quite low
-%-%-%-%-%-%-%-%-%-%-%-%4%

--*-*-*-**-*5Neither low nor high
-%-%2%-%4%-%2%-%1%1%-%1%7%

**-*-*****-*29Quite high
4%4%-%21%-%2%2%1%6%2%-%8%40%

1131142255*532Very high
54%96%96%79%96%96%96%68%76%79%100%90%44%

Don't Know (DO NOT READ
------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%3%

1131142355*561NET: High
58%100%96%100%96%99%98%69%81%80%100%98%85%

1-*--*-111-*4NET: Low
42%-%2%-%-%1%-%31%18%19%-%1%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
466977452023881Unweighted total
4104137534824872Weighted total

--------1---1Very low
-%-%-%-%-%-%-%-%14%-%-%-%2%

------1----23Quite low
-%-%-%-%-%-%39%-%-%-%-%21%4%

-2*3----*---5Neither low nor high
-%18%2%25%-%-%-%-%1%-%-%-%7%

-84-3512**4129Quite high
-%76%89%-%52%98%50%45%6%22%100%15%40%

41*83**262-532Very high
100%6%8%61%48%2%11%55%79%78%-%64%44%

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%14%-%-%-%-%-%-%-%-%3%

48487524724661NET: High
100%82%98%61%100%100%61%100%85%100%100%79%85%

------1-1--24NET: Low
-%-%-%-%-%-%39%-%14%-%-%21%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
1623291381Unweighted total
1925141472Weighted total

--1-1Very low
-%-%8%-%2%

--123Quite low
-%-%8%12%4%

23*-5Neither low nor high
10%13%*%-%7%

1183629Quite high
61%34%25%40%40%

5118732Very high
29%45%60%49%44%

Don't Know (DO NOT READ
-2--2OUT)
-%8%-%-%3%

1720121361NET: High
90%79%84%88%85%

--224NET: Low
-%-%15%12%5%
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The quality of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
64526192215165981Unweighted total
21427222**27072Weighted total

---*-*--*33Very low
-%-%-%*%-%2%-%-%3%5%5%

*--2**--*22Quite low
5%-%-%7%2%8%-%-%9%3%3%

***881***2021Neither low nor high
7%33%1%29%37%27%100%32%24%29%29%

2*413111-*13435Quite high
89%27%96%47%49%41%-%16%46%48%48%

-**23*-**99Very high
-%40%3%9%12%14%-%52%8%12%12%

Don't Know (DO NOT READ
---2-*--*22OUT)
-%-%-%8%-%8%-%-%10%3%3%

2*415131-*14243NET: High
89%67%99%56%61%55%-%68%54%61%60%

*--2**--*56NET: Low
5%-%-%7%2%10%-%-%12%8%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1312947394115-72681Unweighted total

532631106148-1021072Weighted total

*-*3---1----23Very low
10%-%2%4%-%-%-%7%-%-%-%-%16%5%

-1-2---2-----2Quite low
-%23%-%3%-%-%-%13%-%-%-%-%-%3%

2**1914353-3--21Neither low nor high
34%19%4%30%82%37%43%36%33%-%30%-%-%29%

11230*5255-51735Quite high
30%42%77%49%18%48%29%36%67%-%52%50%66%48%

1**7-121--21-9Very high
26%17%17%11%-%13%27%7%-%-%17%50%-%12%

Don't Know (DO NOT READ
---2-*------22OUT)
-%-%-%3%-%2%-%-%-%-%-%-%18%3%

32237*6465-72743NET: High
56%59%94%60%18%61%57%43%67%-%70%100%66%60%

*1*5---3----26NET: Low
10%23%2%7%-%-%-%20%-%-%-%-%16%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*baba*h*g*fe*d*c*b*aSignificance Level: 95%
47731502222308214181Unweighted total
2701655173*301029172Weighted total

-3121--2--*-3Very low
-%5%7%4%6%-%-%7%-%-%1%-%5%

-2*2*--2--*-2Quite low
-%3%1%4%2%-%-%6%-%-%1%-%3%

*2141791*532*-21Neither low nor high
2%30%24%30%52%36%31%18%30%95%5%-%29%

23382762-136*8-35Quite high
85%47%49%48%32%64%-%45%59%5%91%-%48%

*9361-*51-*19Very high
13%12%20%10%7%-%69%18%11%-%2%100%12%

Don't Know (DO NOT READ
-2-2*--2----2OUT)
-%3%-%4%1%-%-%6%-%-%-%-%3%

241113272*197*8143NET: High
98%59%68%58%39%64%69%62%70%5%93%100%60%

-6141--4--*-6NET: Low
-%8%8%8%8%-%-%14%-%-%2%-%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4083337881Unweighted total
3492956672Weighted total

21*-33Very low
6%11%*%-%5%5%

2-*-22Quite low
7%-%*%-%4%3%

12-9-2121Neither low nor high
34%-%32%-%31%29%

1681152935Quite high
47%85%37%100%44%48%

2*7-99Very high
5%4%24%-%13%12%

c

Don't Know (DO NOT READ
*-2-22OUT)
1%-%7%-%3%3%

1881853843NET: High
52%89%61%100%57%60%

41*-66NET: Low
13%11%*%-%8%8%

a
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
392913972----27304281Unweighted total
332514665----24263972Weighted total

3--22-----22-3Very low
10%-%-%26%2%-%-%-%-%-%41%6%-%5%

2***2-----*2*2Quite low
6%1%2%5%3%-%-%-%-%-%7%6%1%3%

885119-----161321Neither low nor high
24%32%34%22%30%-%-%-%-%-%35%25%33%29%

16153232----2-141835Quite high
50%61%22%37%49%-%-%-%-%100%-%53%47%48%

12618-----1189Very high
4%6%42%11%13%-%-%-%-%-%17%3%19%12%

b

Don't Know (DO NOT READ
2*--2------2*2OUT)
6%1%-%-%3%-%-%-%-%-%-%7%*%3%

18179340----21152643NET: High
54%67%64%48%62%-%-%-%-%100%17%56%66%60%

5**24-----23*6NET: Low
16%1%2%30%6%-%-%-%-%-%48%12%1%8%

a
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-----45360235857455181Unweighted total
-----24256174644343772Weighted total

-----213133333Very low
-%-%-%-%-%81%3%6%7%6%6%8%7%5%

-----**2*****2Quite low
-%-%-%-%-%14%*%4%2%1%1%1%1%3%

------1113210119921Neither low nor high
-%-%-%-%-%-%27%24%13%21%26%26%25%29%

------2330102823181935Quite high
-%-%-%-%-%-%56%54%60%61%53%52%50%48%

-----*44134249Very high
-%-%-%-%-%5%9%8%7%7%9%7%11%12%

Don't Know (DO NOT READ
------22222222OUT)
-%-%-%-%-%-%5%4%11%4%5%6%6%3%

-----*2735113227202343NET: High
-%-%-%-%-%5%65%62%67%68%62%58%61%60%

-----215233336NET: Low
-%-%-%-%-%95%3%10%9%7%7%9%8%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
18201414----1235281Unweighted total
*4151014----2333972Weighted total

-21------2--13Very low
-%37%7%-%-%-%-%-%-%100%-%-%3%5%

-*-**-------*2Quite low
-%7%-%1%*%-%-%-%-%-%-%-%1%3%

-2324-----11821Neither low nor high
-%54%17%20%30%-%-%-%-%-%34%28%20%29%

-*986-----222435Quite high
-%1%64%76%44%-%-%-%-%-%66%72%62%48%

**2*2-------39Very high
100%2%12%1%12%-%-%-%-%-%-%-%8%12%

Don't Know (DO NOT READ
---*2-------22OUT)
-%-%-%2%13%-%-%-%-%-%-%-%5%3%

**1188-----222743NET: High
100%3%75%78%56%-%-%-%-%-%66%72%71%60%

-21**----2--26NET: Low
-%43%7%1%*%-%-%-%-%100%-%-%4%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
9484239123432171416981Unweighted total
63836364240*131411772Weighted total

-321--3-21--3Very low
-%7%6%3%-%-%7%-%13%8%-%-%5%

***2*-***--*2Quite low
2%1%*%6%1%-%1%27%2%-%-%1%3%

488132*8-514*21Neither low nor high
58%20%22%35%37%3%20%-%40%4%32%3%29%

22119161226-6125635Quite high
36%56%52%44%25%97%63%-%43%84%45%77%48%

*4541-2**1119Very high
1%10%13%12%32%-%5%73%3%4%5%19%12%

Don't Know (DO NOT READ
*22-*-2---2-2OUT)
3%5%6%-%4%-%5%-%-%-%18%-%3%

22523203227*6136743NET: High
37%67%66%55%58%97%68%73%46%88%50%96%60%

*323*-3*21-*6NET: Low
2%8%7%9%1%-%8%27%15%8%-%1%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbab*a*ba*b*aSignificance Level: 95%
-1339354216248291681Unweighted total
-1029233214238191672Weighted total

-*3121-3213Very low
-%*%9%5%5%8%-%7%9%7%5%

-*****-***2Quite low
-%3%1%1%*%2%-%1%*%2%3%

-47755285521Neither low nor high
-%39%24%30%14%35%100%20%24%31%29%

-41414217-218935Quite high
-%37%48%59%65%51%-%56%44%59%48%

-23131-42*9Very high
-%20%10%5%8%4%-%11%13%2%12%

Don't Know (DO NOT READ
--2*2--22-2OUT)
-%-%6%1%6%-%-%5%10%-%3%

-61715248-25111043NET: High
-%58%59%63%74%56%-%67%57%61%60%

-*3121-3216NET: Low
-%3%10%6%6%10%-%8%9%9%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*c*ba*d*cb*aSignificance Level: 95%
128363336442122749-9342681Unweighted total
*2126232831171741-6281772Weighted total

-31133--13--313Very low
-%13%4%5%10%9%-%-%6%7%-%-%10%6%5%

-*****-***-***2Quite low
-%2%1%2%1%1%-%6%2%1%-%7%2%2%3%

-57956*167-37521Neither low nor high
-%23%25%41%19%18%83%14%32%16%-%57%25%27%29%

ab

-1013101617*51027-2141035Quite high
-%49%51%45%56%53%17%72%55%64%-%31%50%61%48%

*13224-113-*2*9Very high
100%4%11%8%8%13%-%8%5%6%-%5%7%3%12%

Don't Know (DO NOT READ
-22-22---2--2*2OUT)
-%9%7%-%7%6%-%-%-%5%-%-%7%1%3%

*1116121821*61029-2161143NET: High
100%53%62%53%64%66%17%80%60%71%-%36%57%64%60%

-31133-*13-*316NET: Low
-%15%5%6%11%10%-%6%8%8%-%7%11%9%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
1522263591040172781Unweighted total
272322274432132172Weighted total

-2-131**1113Very low
-%23%-%36%12%4%1%1%3%8%5%5%

----*******2Quite low
-%-%-%-%2%1%11%9%1%3%1%3%

212-681155521Neither low nor high
100%13%86%-%27%31%15%23%17%38%24%29%

-5-21012222371335Quite high
-%64%-%64%46%45%64%53%71%51%61%48%

--*-13*12*29Very high
-%-%14%-%4%12%8%14%7%1%9%12%

Don't Know (DO NOT READ
----22-----2OUT)
-%-%-%-%9%7%-%-%-%-%-%3%

-5*21115332571543NET: High
-%64%14%64%50%57%72%67%78%51%70%60%

-2-131**2116NET: Low
-%23%-%36%14%5%13%10%5%11%6%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4023353-297164777572637181Unweighted total
2925441-225956676561515972Weighted total

*33*-222333333Very low
*%11%72%*%-%7%3%3%5%5%5%6%5%5%

2*-2-222222222Quite low
7%1%-%6%-%9%4%4%4%4%4%4%4%3%

89112-81816181916121621Neither low nor high
27%37%28%30%-%37%31%28%27%29%26%24%27%29%

1212-19-62729333029232735Quite high
40%50%-%47%-%28%46%51%49%47%47%44%46%48%

5*-6-488989999Very high
18%1%-%14%-%19%14%15%13%12%14%17%15%12%

Don't Know (DO NOT READ
2--2--2*222222OUT)
7%-%-%5%-%-%4%*%3%3%3%4%3%3%

1713-25-103537413837313543NET: High
59%51%-%60%-%47%59%65%62%59%61%61%60%60%

2332-444666666NET: Low
7%12%72%6%-%17%7%7%8%9%9%11%9%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
36453683795715621927281Unweighted total
35373373275014522016572Weighted total

-32-2-2212*33Very low
-%9%5%-%5%-%3%12%2%11%82%4%5%

*2**2*2-2**22Quite low
*%6%*%5%6%2%4%-%4%2%18%4%3%

911101101146147-1621Neither low nor high
27%30%30%16%30%20%27%40%27%34%-%25%29%

22131351642462411-3335Quite high
63%34%41%72%51%55%48%45%46%53%-%51%48%

a

176*227*9--99Very high
4%20%18%7%8%23%14%3%17%-%-%14%12%

b

Don't Know (DO NOT READ
2-2-*-2-2--22OUT)
6%-%6%-%1%-%4%-%4%-%-%3%3%

23201951963173311-4243NET: High
67%55%59%79%58%78%61%48%63%53%-%64%60%

*62*4*4233156NET: Low
*%15%5%5%11%2%8%12%6%13%100%8%8%

b
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
52764967141311781Unweighted total
3131142466*572Weighted total

--*--*-***-*3Very low
-%-%2%-%-%1%-%1%1%1%-%1%5%

---**-*-**-*2Quite low
-%-%-%4%5%-%3%-%1%1%-%1%3%

1-*11*1122-121Neither low nor high
44%-%4%66%91%1%45%31%33%36%-%20%29%

11-**21132*335Quite high
44%100%-%27%4%61%53%31%41%39%100%50%48%

*-2*-1-111-19Very high
12%-%95%3%-%37%-%38%24%23%-%28%12%

Don't Know (DO NOT READ
------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%3%

112**41244*443NET: High
56%100%95%30%4%98%53%68%65%62%100%78%60%

--********-*6NET: Low
-%-%2%4%5%1%3%1%2%2%-%2%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
466977452023881Unweighted total
4104137534824872Weighted total

---2--1-*---3Very low
-%-%-%16%-%-%39%-%1%-%-%-%5%

--*2---1*---2Quite low
-%-%2%12%-%-%-%16%1%-%-%-%3%

*6222*-22*2221Neither low nor high
2%57%44%12%33%9%-%55%28%22%44%30%29%

4425451-3-2435Quite high
98%36%49%41%66%89%50%-%34%-%56%49%48%

-1-****132-29Very high
-%6%-%4%2%2%11%29%37%78%-%21%12%

Don't Know (DO NOT READ
--*2--------2OUT)
-%-%4%14%-%-%-%-%-%-%-%-%3%

44264521522643NET: High
98%43%49%45%67%91%61%29%71%78%56%70%60%

--*4--11*---6NET: Low
-%-%2%29%-%-%39%16%1%-%-%-%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
1623291381Unweighted total
1925141472Weighted total

-21-3Very low
-%9%8%-%5%

*21-2Quite low
1%7%5%-%3%

844521Neither low nor high
41%17%29%33%29%

10144635Quite high
54%57%28%44%48%

11439Very high
3%3%30%24%12%

Don't Know (DO NOT READ
*2--2OUT)
1%8%-%-%3%

111581043NET: High
57%60%58%67%60%

*42-6NET: Low
1%15%12%-%8%
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The price of the postal services provided by Parcelforce in the last 12 months (QOP4. 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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
21216172--24850Unweighted total
3*32123*--*6767Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

----1----22Quite low
-%-%-%-%3%-%-%-%-%4%4%

1*181*--*1717Neither low nor high
34%100%36%40%5%77%-%-%77%25%25%

--289----2222Quite high
-%-%64%39%39%-%-%-%-%34%33%

2--413*--*2525Very high
66%-%-%21%54%23%-%-%23%38%38%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

2-21222*--*4848NET: High
66%-%64%60%93%23%-%-%23%72%71%

----1----22NET: Low
-%-%-%-%3%-%-%-%-%4%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1444147494-34650Unweighted total
*11656106157-58867Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-2-2-------2Quite low
100%21%-%3%-%19%-%-%-%-%-%-%-%4%

-*-1615-34---417Neither low nor high
-%36%-%25%17%51%-%19%49%-%-%-%46%25%

-1*223-452-34222Quite high
-%43%31%33%50%-%55%34%25%-%60%50%22%33%

--12523372-24325Very high
-%-%69%38%33%30%45%46%25%-%40%50%32%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1146536124-58548NET: High
-%43%100%72%83%30%100%81%51%-%100%100%54%71%

**-2-2-------2NET: Low
100%21%-%3%-%19%-%-%-%-%-%-%-%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
4461535181127--3-50Unweighted total
562155222*238--4-67Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2*--2----2Quite low
-%4%2%4%1%-%-%6%-%-%-%-%4%

-176108--9----17Neither low nor high
-%27%43%20%37%-%-%22%-%-%-%-%25%

*2222111--7--4-22Quite high
6%36%13%39%48%-%-%19%-%-%100%-%33%

5216193*220----25Very high
94%33%42%37%13%100%100%53%-%-%-%-%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

54384014*228--4-48NET: High
100%69%55%76%61%100%100%72%-%-%100%-%71%

-2*2*--2----2NET: Low
-%4%2%4%1%-%-%6%-%-%-%-%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2352224850Unweighted total
3143246367Weighted total

------Very low
-%-%-%-%-%-%

2---22Quite low
8%-%-%-%4%4%

916-1717Neither low nor high
30%24%20%-%26%25%

7114-2222Quite high
23%28%44%-%35%33%

1221142225Very high
39%48%35%100%34%38%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

1932544448NET: High
62%76%80%100%70%71%

2---22NET: Low
8%-%-%-%4%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
14279644--1-1483650Unweighted total
163912860--*-2595167Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-21----2-**2Quite low
13%1%-%25%1%-%-%-%-%100%-%3%1%4%

682413--*--431017Neither low nor high
40%22%17%50%22%-%-%100%-%-%65%30%20%25%

4135*22-----*41822Quite high
25%34%43%4%37%-%-%-%-%-%5%44%36%33%

4175224-----222225Very high
22%44%41%22%40%-%-%-%-%-%30%22%43%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

83010246-----264048NET: High
47%78%83%26%77%-%-%-%-%-%35%66%79%71%

2*-21----2-**2NET: Low
13%1%-%25%1%-%-%-%-%100%-%3%1%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*ed*c*b*aSignificance Level: 95%
--13-22034133726232250Unweighted total
--*4-32550184933292667Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22-22222Quite low
-%-%-%-%-%-%9%4%-%4%7%7%8%4%

---*-210145131311817Neither low nor high
-%-%-%6%-%53%42%28%28%27%38%39%30%25%

--*4--91791613121222Quite high
-%-%100%94%-%-%38%35%50%33%41%42%45%33%

-----231741854525Very high
-%-%-%-%-%47%12%33%21%36%14%12%17%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*4-21234133418161648NET: High
-%-%100%94%-%47%49%68%72%69%55%54%62%71%

------22-22222NET: Low
-%-%-%-%-%-%9%4%-%4%7%7%8%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-853101-1-21-3350Unweighted total
-107313*-*-32-4367Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--*----2---2Quite low
-%18%-%-%2%-%-%-%-%53%-%-%-%4%

-2515*-*--2-1117Neither low nor high
-%19%73%35%36%100%-%100%-%-%100%-%26%25%

-5225-------1622Quite high
-%47%27%62%39%-%-%-%-%-%-%-%37%33%

-2-*3----2--1625Very high
-%16%-%3%22%-%-%-%-%47%-%-%37%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-6228----2--3248NET: High
-%63%27%65%62%-%-%-%-%47%-%-%74%71%

-2--*----2---2NET: Low
-%18%-%-%2%-%-%-%-%53%-%-%-%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*ba*e*d*c*b*aSignificance Level: 95%
32329214231271171050Unweighted total
429432451432915101267Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-221--2-2---2Quite low
-%7%4%2%-%-%4%-%21%-%-%-%4%

2111161-12*541317Neither low nor high
44%37%26%24%20%-%28%11%57%26%10%22%25%

2111111*-16-*84422Quite high
56%39%27%45%6%-%37%-%3%55%34%32%33%

-518731132236625Very high
-%16%43%28%74%100%30%89%18%19%56%45%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

21630184129221191048NET: High
56%55%70%73%80%100%67%89%22%74%90%78%71%

-221--2-2---2NET: Low
-%7%4%2%-%-%4%-%21%-%-%-%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 171  (continuation)                                                                                                                                                  Page 3017

The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-419829822421850Unweighted total
-523740933028967Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--2*2--22-2Quite low
-%-%10%4%5%-%-%7%7%-%4%

--45853107617Neither low nor high
-%-%18%66%21%56%100%33%25%69%25%

-5121133-1310322Quite high
-%99%52%14%33%31%-%45%35%31%33%

-*51171-59*25Very high
-%1%20%15%41%13%-%15%33%1%38%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-5162304-1819348NET: High
-%100%73%30%75%44%-%60%68%31%71%

--2*2--22-2NET: Low
-%-%10%4%5%-%-%7%7%-%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1715182021-22025-218850Unweighted total
-2018182625-32731-2221267Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-22--2---2-2Quite low
-%11%10%-%7%9%-%-%7%-%-%-%10%-%4%

-36996-1311--4817Neither low nor high
-%16%33%51%33%25%-%36%12%36%-%-%18%71%25%

-10971212-2126-212222Quite high
-%50%51%37%47%48%-%64%46%19%-%96%56%14%33%

-51245--914-*4225Very high
-%23%6%12%13%19%-%-%35%45%-%4%16%15%38%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-141091616-22220-216348NET: High
-%73%57%49%60%66%-%64%81%64%-%100%72%29%71%

-22-22--2---2-2NET: Low
-%11%10%-%7%9%-%-%7%-%-%-%10%-%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
151318141-17131250Unweighted total
262521172-19161567Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

----22---222Quite low
-%-%-%-%10%11%-%-%-%11%12%4%

22-334--101417Neither low nor high
100%26%-%60%15%22%-%-%52%6%25%25%

-32-1292-37722Quite high
-%47%100%-%54%54%100%-%15%42%44%33%

-2-252--67325Very high
-%27%-%40%21%13%-%-%32%40%19%38%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-42216122-9141048NET: High
-%74%100%40%75%67%100%-%48%82%63%71%

----22---222NET: Low
-%-%-%-%10%11%-%-%-%11%12%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cbaedcbaSignificance Level: 95%
1716425-164535484345354450Unweighted total
1721430-226043655762486067Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-2-222222222Quite low
2%10%-%7%-%10%4%6%4%4%3%4%4%4%

7439-71713171517131717Neither low nor high
42%19%61%29%-%33%28%30%26%26%27%28%28%25%

411-12-82014221919171922Quite high
22%54%-%38%-%36%34%32%34%33%30%35%31%33%

6428-52114242124162225Very high
34%18%39%26%-%21%35%32%36%36%39%33%37%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1015220-134128463943334148NET: High
56%71%39%64%-%57%68%64%70%69%69%68%68%71%

*2-2-222222222NET: Low
2%10%-%7%-%10%4%6%4%4%3%4%4%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
26241752853312381214250Unweighted total
323520839647145017*5667Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**2*-2**2-*2Quite low
7%1%1%24%1%-%5%2%1%13%-%1%4%

6105-12-134106-1217Neither low nor high
20%30%24%-%31%-%28%26%21%37%-%22%25%

9148-152183175*2222Quite high
28%38%39%-%37%28%38%19%35%29%100%40%33%

141176124147224-2225Very high
45%31%36%76%31%72%29%53%44%21%-%38%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

23251562763210399*4448NET: High
73%70%75%76%69%100%68%72%79%50%100%78%71%

2**2*-2**2-*2NET: Low
7%1%1%24%1%-%5%2%1%13%-%1%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 171  (continuation)                                                                                                                                                  Page 3022

The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
114113-234-450Unweighted total
113113-234-467Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Quite low
-%-%-%-%-%-%-%-%-%-%-%-%4%

-11--2-111-217Neither low nor high
-%100%29%-%-%68%-%53%35%26%-%50%25%

--1-11-111-122Quite high
-%-%29%-%100%32%-%47%30%23%-%23%33%

1-11----12-125Very high
100%-%42%100%-%-%-%-%35%52%-%27%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-2111-123-248NET: High
100%-%71%100%100%32%-%47%65%74%-%50%71%

------------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18563364713350Unweighted total
21581045426*5567Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------**---22Quite low
-%-%-%-%-%-%7%15%-%-%-%34%4%

-24-*-3-2*5-17Neither low nor high
-%12%50%-%6%-%78%-%31%100%100%-%25%

-5-542111--422Quite high
-%38%-%50%94%32%14%70%15%-%-%66%33%

2745-4-*3---25Very high
100%50%50%50%-%68%-%15%54%-%-%-%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

21341045124--448NET: High
100%88%50%100%94%100%14%85%69%-%-%66%71%

------**---22NET: Low
-%-%-%-%-%-%7%15%-%-%-%34%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
141217750Unweighted total
2420121167Weighted total

-----Very low
-%-%-%-%-%

--122Quite low
-%-%5%17%4%

6*5617Neither low nor high
23%1%42%52%25%

5113422Quite high
23%54%23%32%33%

1394-25Very high
54%45%30%-%38%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

18197448NET: High
77%99%54%32%71%

--122NET: Low
-%-%5%17%4%
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The quality of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
21216172--24850Unweighted total
3*32123*--*6767Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---22----44Quite low
-%-%-%9%8%-%-%-%-%5%5%

--122----88Neither low nor high
-%-%36%9%8%-%-%-%-%13%13%

1*-1010*--*2929Quite high
34%100%-%46%41%77%-%-%77%43%43%

2-2710*--*2626Very high
66%-%64%35%43%23%-%-%23%39%39%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

3*21720*--*5555NET: High
100%100%64%82%84%100%-%-%100%82%82%

---22----44NET: Low
-%-%-%9%8%-%-%-%-%5%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1444147494-34650Unweighted total
*11656106157-58867Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---4-22------4Quite low
-%-%-%6%-%19%28%-%-%-%-%-%-%5%

---822--4---18Neither low nor high
-%-%-%13%33%20%-%-%49%-%-%-%13%13%

*1*2732482-34329Quite high
100%79%31%43%50%21%55%54%25%-%60%50%33%43%

-*12514172-24526Very high
-%21%69%39%17%41%17%46%25%-%40%50%54%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1152465154-58755NET: High
100%100%100%81%67%62%72%100%51%-%100%100%87%82%

---4-22------4NET: Low
-%-%-%6%-%19%28%-%-%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
4461535181127--3-50Unweighted total
562155222*238--4-67Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-422---4----4Quite low
-%6%13%3%-%-%-%10%-%-%-%-%5%

-8173--6----8Neither low nor high
-%13%7%14%13%-%-%14%-%-%-%-%13%

22772313*-14--2-29Quite high
44%43%44%43%58%100%-%37%-%-%37%-%43%

3235216-215--3-26Very high
56%37%36%39%29%-%100%39%-%-%63%-%39%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

550124319*229--4-55NET: High
100%81%80%83%87%100%100%76%-%-%100%-%82%

-422---4----4NET: Low
-%6%13%3%-%-%-%10%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2352224850Unweighted total
3143246367Weighted total

------Very low
-%-%-%-%-%-%

2-2224Quite low
6%-%6%49%3%5%

1-7-88Neither low nor high
3%-%23%-%13%13%

13313-2929Quite high
41%72%42%-%46%43%

151922426Very high
50%28%30%51%38%39%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2842325355NET: High
91%100%71%51%84%82%

2-2224NET: Low
6%-%6%49%3%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
14279644--1-1483650Unweighted total
163912860--*-2595167Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4--4-------44Quite low
-%9%-%-%6%-%-%-%-%-%-%-%7%5%

-54-8-------88Neither low nor high
-%12%32%-%14%-%-%-%-%-%-%-%16%13%

10154623--*-2451929Quite high
64%39%30%78%39%-%-%100%-%100%70%52%37%43%

6165224-----242026Very high
36%40%38%22%41%-%-%-%-%-%30%48%40%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

16318847--*-2593955NET: High
100%79%68%100%80%-%-%100%-%100%100%100%76%82%

-4--4-------44NET: Low
-%9%-%-%6%-%-%-%-%-%-%-%7%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*ed*c*b*aSignificance Level: 95%
--13-22034133726232250Unweighted total
--*4-32550184933292667Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------4-2---4Quite low
-%-%-%-%-%-%-%7%-%4%-%-%-%5%

------37113238Neither low nor high
-%-%-%-%-%-%11%13%6%2%9%6%11%13%

---2--151952717161129Quite high
-%-%-%53%-%-%60%38%28%56%52%54%41%43%

--*2-3721121913121326Very high
-%-%100%47%-%100%29%42%66%38%39%40%48%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*4-32240174630282455NET: High
-%-%100%100%-%100%89%80%94%94%91%94%89%82%

-------4-2---4NET: Low
-%-%-%-%-%-%-%7%-%4%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-853101-1-21-3350Unweighted total
-107313*-*-32-4367Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------24Quite low
-%-%-%-%-%-%-%-%-%-%-%-%4%5%

----3-------18Neither low nor high
-%-%-%-%22%-%-%-%-%-%-%-%2%13%

-6435*-*-22-2429Quite high
-%54%57%97%39%100%-%100%-%53%100%-%54%43%

-53*5----2--1726Very high
-%46%43%3%39%-%-%-%-%47%-%-%39%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-107310*-*-32-4055NET: High
-%100%100%100%78%100%-%100%-%100%100%-%93%82%

------------24NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%4%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*ba*e*d*c*b*aSignificance Level: 95%
32329214231271171050Unweighted total
429432451432915101267Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--22--2--2--4Quite low
-%-%4%7%-%-%4%-%-%12%-%-%5%

218---1---1-8Neither low nor high
44%4%20%-%-%-%2%-%-%-%10%-%13%

-1717123-252783729Quite high
-%59%40%49%61%-%57%100%82%53%33%53%43%

21115112115-256626Very high
56%37%36%44%39%100%36%-%18%35%56%47%39%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

22832235140291391255NET: High
56%96%76%93%100%100%93%100%100%88%90%100%82%

--22--2--2--4NET: Low
-%-%4%7%-%-%4%-%-%12%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-419829822421850Unweighted total
-523740933028967Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

----2---2-4Quite low
-%-%-%-%5%-%-%-%7%-%5%

---31-211-8Neither low nor high
-%-%-%38%3%-%65%4%4%-%13%

-311221711612729Quite high
-%60%48%29%52%76%35%54%43%76%43%

-2122162-1313226Very high
-%40%52%34%41%24%-%43%47%24%39%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-523537912925955NET: High
-%100%100%62%93%100%35%96%90%100%82%

----2---2-4NET: Low
-%-%-%-%5%-%-%-%7%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1715182021-22025-218850Unweighted total
-2018182625-32731-2221267Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------2----4Quite low
-%-%-%-%-%-%-%-%-%6%-%-%-%-%5%

--11-1---1---28Neither low nor high
-%-%6%6%-%4%-%-%-%3%-%-%-%15%13%

-811111611-11419--11729Quite high
-%41%63%60%61%44%-%36%53%59%-%-%52%61%43%

-12661013-21310-211326Very high
-%59%32%35%39%52%-%64%47%32%-%100%48%24%39%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2017172624-32729-2221055NET: High
-%100%94%94%100%96%-%100%100%91%-%100%100%85%82%

---------2----4NET: Low
-%-%-%-%-%-%-%-%-%6%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
151318141-17131250Unweighted total
262521172-19161567Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

--------2--4Quite low
-%-%-%-%-%-%-%-%10%-%-%5%

--------1--8Neither low nor high
-%-%-%-%-%-%-%-%6%-%-%13%

22231010--1091029Quite high
100%26%100%60%45%60%-%-%51%52%62%43%

-4-21272-68626Very high
-%74%-%40%55%40%100%-%33%48%38%39%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

262521172-16161555NET: High
100%100%100%100%100%100%100%-%85%100%100%82%

--------2--4NET: Low
-%-%-%-%-%-%-%-%10%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cbaedcbaSignificance Level: 95%
1716425-164535484345354450Unweighted total
1721430-226043655762486067Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--42424244Quite low
-%9%-%6%-%-%6%4%6%3%6%4%6%5%

-11--277877578Neither low nor high
-%5%25%-%-%9%11%15%13%12%11%10%11%13%

712214-122724272627192729Quite high
40%54%36%46%-%54%45%55%42%45%43%40%45%43%

107214-82311262325222326Very high
60%33%39%48%-%37%38%26%40%40%40%46%38%39%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1718329-205035534852425055NET: High
100%86%75%94%-%91%83%81%81%85%83%87%83%82%

-2-2--42424244NET: Low
-%9%-%6%-%-%6%4%6%3%6%4%6%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
26241752853312381214250Unweighted total
323520839647145017*5667Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-4--4-2222-44Quite low
-%10%-%-%9%-%4%13%4%11%-%7%5%

362-7-8-72-68Neither low nor high
9%16%9%-%17%-%18%-%13%10%-%11%13%

1811841721891910*2429Quite high
57%31%38%52%45%33%38%65%38%58%100%43%43%

1115114114193224-2226Very high
34%43%53%48%29%67%40%22%45%21%-%39%39%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

292619829637124214*4655NET: High
91%74%91%100%74%100%78%87%83%79%100%82%82%

-4--4-2222-44NET: Low
-%10%-%-%9%-%4%13%4%11%-%7%5%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 172  (continuation)                                                                                                                                                  Page 3038

The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
114113-234-450Unweighted total
113113-234-467Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------4Quite low
-%-%-%-%-%-%-%-%-%-%-%-%5%

------------8Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%13%

--1--1-----129Quite high
-%-%38%-%-%32%-%-%-%-%-%23%43%

112112-234-326Very high
100%100%62%100%100%68%-%100%100%100%-%77%39%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

113113-234-455NET: High
100%100%100%100%100%100%-%100%100%100%-%100%82%

------------4NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18563364713350Unweighted total
21581045426*5567Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--------2-4Quite low
-%12%-%-%-%-%-%-%-%-%35%-%5%

-42---1---2-8Neither low nor high
-%25%26%-%-%-%26%-%-%-%33%-%13%

-44522221*2529Quite high
-%25%49%50%53%32%59%85%19%100%32%100%43%

2525241*5---26Very high
100%37%25%50%47%68%14%15%81%-%-%-%39%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2961045326*2555NET: High
100%62%74%100%100%100%74%100%100%100%32%100%82%

-2--------2-4NET: Low
-%12%-%-%-%-%-%-%-%-%35%-%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
141217750Unweighted total
2420121167Weighted total

-----Very low
-%-%-%-%-%

2--24Quite low
8%-%-%17%5%

6-128Neither low nor high
23%-%9%15%13%

795829Quite high
30%46%43%68%43%

9116-26Very high
39%54%49%-%39%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

172011855NET: High
69%100%91%68%82%

2--24NET: Low
8%-%-%17%5%
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The price of the postal services provided by Hermes in the last 12 months (QOP4. 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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
432361523101934Unweighted total
*233102**12729Weighted total

---------11Very low
-%-%-%-%-%-%-%-%-%4%4%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

----2----22Neither low nor high
-%-%-%-%18%-%-%-%-%7%6%

*23-41**189Quite high
69%100%100%-%36%55%100%68%43%29%31%

*--351-*11617Very high
31%-%-%100%46%45%-%32%57%60%59%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*23382**12426NET: High
100%100%100%100%82%100%100%100%100%89%90%

---------11NET: Low
-%-%-%-%-%-%-%-%-%4%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-330-5451-101434Unweighted total
*-128-425*-112329Weighted total

---1------1--1Very low
-%-%-%4%-%-%-%-%-%-%10%-%-%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2------2--2Neither low nor high
-%-%-%7%-%-%-%-%-%-%16%-%-%6%

--*9-112--32*9Quite high
-%-%5%32%-%13%48%41%-%-%31%100%3%31%

*-116-413*-5-317Very high
100%-%95%57%-%87%52%59%100%-%43%-%97%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-125-425*-82326NET: High
100%-%100%90%-%100%100%100%100%-%74%100%100%90%

---1------1--1NET: Low
-%-%-%4%-%-%-%-%-%-%10%-%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
9258268-210-113-34Unweighted total
6233269-28-19-29Weighted total

-1-1-----1--1Very low
-%5%-%4%-%-%-%-%-%100%-%-%4%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22-------2Neither low nor high
-%8%-%7%19%-%-%-%-%-%-%-%6%

*9182-23--3-9Quite high
2%38%44%30%21%-%92%37%-%-%28%-%31%

5122156-*5--6-17Very high
98%50%56%59%60%-%8%63%-%-%72%-%59%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6203238-28--9-26NET: High
100%88%100%89%81%-%100%100%-%-%100%-%90%

-1-1-----1--1NET: Low
-%5%-%4%-%-%-%-%-%100%-%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
17512-3434Unweighted total
13412-2929Weighted total

1---11Very low
8%-%-%-%4%4%

------Quite low
-%-%-%-%-%-%

2---22Neither low nor high
14%-%-%-%6%6%

432-99Quite high
28%94%16%-%31%31%

7*10-1717Very high
50%6%84%-%59%59%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

10412-2626NET: High
78%100%100%-%90%90%

1---11NET: Low
8%-%-%-%4%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18115727----25111634Unweighted total
15104425----22111429Weighted total

1---1------1-1Very low
7%-%-%-%4%-%-%-%-%-%-%10%-%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-------22Neither low nor high
-%18%-%-%7%-%-%-%-%-%-%-%13%6%

72**9----**729Quite high
48%19%3%5%35%-%-%-%-%3%8%64%14%31%

764413----2231017Very high
45%63%97%95%53%-%-%-%-%97%92%26%73%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1484422----22101226NET: High
93%82%100%100%88%-%-%-%-%100%100%90%87%90%

1---1------1-1NET: Low
7%-%-%-%4%-%-%-%-%-%-%10%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-21922122422162034Unweighted total
---2-*1721112019111729Weighted total

------1--11111Very low
-%-%-%-%-%-%6%-%-%5%6%10%6%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2-2---2Neither low nor high
-%-%-%-%-%-%-%9%-%9%-%-%-%6%

---2-*77599579Quite high
-%-%-%100%-%100%40%34%48%45%47%51%41%31%

------9126894917Very high
-%-%-%-%-%-%54%58%52%41%48%39%52%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-*1519111718101626NET: High
-%-%-%100%-%100%94%91%100%86%94%90%94%90%

------1--11111NET: Low
-%-%-%-%-%-%6%-%-%5%6%10%6%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-7663----1112134Unweighted total
-4565----2**1829Weighted total

--1---------11Very low
-%-%21%-%-%-%-%-%-%-%-%-%6%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%10%6%

-2422------*99Quite high
-%45%72%34%36%-%-%-%-%-%-%100%49%31%

-2*43----2*-617Very high
-%55%7%66%64%-%-%-%-%100%100%-%35%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-4465----2**1526NET: High
-%100%79%100%100%-%-%-%-%100%100%100%84%90%

--1---------11NET: Low
-%-%21%-%-%-%-%-%-%-%-%-%6%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
220231142182744734Unweighted total
*1917122*18*662529Weighted total

-1-11----1--1Very low
-%6%-%9%65%-%-%-%-%17%-%-%4%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2---2-2Neither low nor high
-%-%11%-%-%-%10%-%-%-%85%-%6%

*963**9*15*29Quite high
30%47%37%24%11%31%48%100%21%83%11%39%31%

*998**8-5-*317Very high
70%47%53%67%24%69%42%-%79%-%5%61%59%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*1715111*16*65*526NET: High
100%94%89%91%35%100%90%100%100%83%15%100%90%

-1-11----1--1NET: Low
-%6%-%9%65%-%-%-%-%17%-%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-718822221920234Unweighted total
-8175191*1819129Weighted total

--111--11-1Very low
-%-%6%21%6%-%-%6%6%-%4%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

----2---2-2Neither low nor high
-%-%-%-%10%-%-%-%10%-%6%

-47281*9819Quite high
-%52%42%37%41%100%55%47%41%100%31%

-4928-*98-17Very high
-%48%52%42%44%-%45%48%44%-%59%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-8164161*1716126NET: High
-%100%94%79%85%100%100%94%85%100%90%

--111--11-1NET: Low
-%-%6%21%6%-%-%6%6%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
11217131418-141518-715634Unweighted total
*1216111016-111215-710329Weighted total

---111-1-1-1111Very low
-%-%-%9%10%7%-%10%-%7%-%16%10%32%4%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-----2----2Neither low nor high
-%-%-%16%-%-%-%-%-%12%-%-%-%-%6%

-79557-676-4529Quite high
-%55%53%47%51%45%-%57%58%40%-%57%51%57%31%

*68348-356-24*17Very high
100%45%47%27%38%49%-%33%42%41%-%27%39%10%59%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*12168915-91212-69226NET: High
100%100%100%74%90%93%-%90%100%81%-%84%90%68%90%

---111-1-1-1111NET: Low
-%-%-%9%10%7%-%10%-%7%-%16%10%32%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--3-11174610111134Unweighted total
--4-111747811929Weighted total

-----1--1-11Very low
-%-%-%-%-%6%-%-%14%-%11%4%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

--2-----2--2Neither low nor high
-%-%51%-%-%-%-%-%23%-%-%6%

--2-77222549Quite high
-%-%46%-%64%41%57%28%27%49%39%31%

--*-492535517Very high
-%-%3%-%36%52%43%72%37%51%49%59%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

--2-111647511826NET: High
-%-%49%-%100%94%100%100%63%100%89%90%

-----1--1-11NET: Low
-%-%-%-%-%6%-%-%14%-%11%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cb*ae*dc*baSignificance Level: 95%
226-26-153222332630263034Unweighted total
187-22-142521272124212429Weighted total

1--1-111111111Very low
6%-%-%5%-%8%4%5%4%5%4%5%4%4%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-----------2Neither low nor high
-%24%-%-%-%-%-%-%-%-%-%-%-%6%

72-9-697979999Quite high
38%27%-%40%-%42%36%32%33%35%37%41%37%31%

104-12-71513171214111417Very high
56%49%-%55%-%50%60%63%63%60%58%54%58%59%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

176-21-132420262023202326NET: High
94%76%-%95%-%92%96%95%96%95%96%95%96%90%

1--1-111111111NET: Low
6%-%-%5%-%8%4%5%4%5%4%5%4%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
18161431642010268-2834Unweighted total
1415132142197218-2229Weighted total

-11--1--1--11Very low
-%7%8%-%-%43%-%-%5%-%-%5%4%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2--2-2--2Neither low nor high
-%12%-%-%13%-%-%25%-%23%-%-%6%

725*4-4572-59Quite high
52%12%38%18%28%-%23%64%33%26%-%25%31%

7107281151134-1517Very high
48%69%54%82%59%57%77%11%62%51%-%70%59%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1412122121196206-2026NET: High
100%81%92%100%87%57%100%75%95%77%-%95%90%

-11--1--1--11NET: Low
-%7%8%-%-%43%-%-%5%-%-%5%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-22212145-334Unweighted total
1-2**1*112-129Weighted total

------------1Very low
-%-%-%-%-%-%-%-%-%-%-%-%4%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%6%

*--**-*-**-*9Quite high
13%-%-%100%100%-%100%-%20%11%-%9%31%

1-2--1-112-117Very high
87%-%100%-%-%100%-%100%80%89%-%91%59%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-2**1*112-126NET: High
100%-%100%100%100%100%100%100%100%100%-%100%90%

------------1NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
43353127634Unweighted total
42462*25429Weighted total

------1--1Very low
-%-%-%-%-%-%50%-%-%4%

----------Quite low
-%-%-%-%-%-%-%-%-%-%

-2-------2Neither low nor high
-%87%-%-%-%-%-%-%-%6%

-*-52-1**9Quite high
-%8%-%98%77%-%50%6%12%31%

4*4*1*-4417Very high
100%5%100%2%23%100%-%94%88%59%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

4*462*15426NET: High
100%13%100%100%100%100%50%100%100%90%

------1--1NET: Low
-%-%-%-%-%-%50%-%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
71110634Unweighted total
7117429Weighted total

--1-1Very low
-%-%15%-%4%

-----Quite low
-%-%-%-%-%

2---2Neither low nor high
28%-%-%-%6%

*71*9Quite high
3%62%19%12%31%

545417Very high
70%38%66%88%59%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

5116426NET: High
72%100%85%100%90%

--1-1NET: Low
-%-%15%-%4%
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The quality of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
432361523101934Unweighted total
*233102**12729Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

**2*51***78Neither low nor high
39%12%61%11%54%28%43%29%25%27%27%

**1221***910Quite high
48%8%39%89%18%29%57%39%22%33%33%

*2--31-*188Very high
14%80%-%-%27%36%-%32%44%28%29%

Don't Know (DO NOT READ
-----*--*33OUT)
-%-%-%-%-%7%-%-%9%11%11%

*21251**11618NET: High
61%88%39%89%46%65%57%71%66%62%62%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-330-5451-101434Unweighted total
*-128-425*-112329Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*8-*-*--52*8Neither low nor high
-%-%31%27%-%5%-%3%-%-%47%100%3%27%

*-19-21*--4-210Quite high
100%-%65%32%-%50%48%3%-%-%32%-%57%33%

--*8--14*-1-18Very high
-%-%5%30%-%-%46%94%100%-%12%-%40%29%

Don't Know (DO NOT READ
---3-2*---1--3OUT)
-%-%-%11%-%45%6%-%-%-%10%-%-%11%

*-117-224*-5-318NET: High
100%-%69%61%-%50%94%97%100%-%43%-%97%62%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
9258268-210-113-34Unweighted total
6233269-28-19-29Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*8174--2--3-8Neither low nor high
2%33%16%29%38%-%-%23%-%-%28%-%27%

-10184--4--2-10Quite high
-%41%37%33%40%-%-%47%-%-%25%-%33%

5327*-22--4-8Very high
95%13%47%26%1%-%92%30%-%-%47%-%29%

Don't Know (DO NOT READ
*3-32-*--1--3OUT)
3%13%-%12%21%-%8%-%-%100%-%-%11%

5133154-26--6-18NET: High
95%54%84%59%41%-%92%77%-%-%72%-%62%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
17512-3434Unweighted total
13412-2929Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

422-88Neither low nor high
31%44%18%-%27%27%

6*4-1010Quite high
43%3%31%-%33%33%

224-88Very high
18%52%34%-%29%29%

Don't Know (DO NOT READ
1-2-33OUT)
8%-%17%-%11%11%

828-1818NET: High
61%56%65%-%62%62%

------NET: Low
-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18115727----25111634Unweighted total
15104425----22111429Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

44--8------448Neither low nor high
27%40%-%-%32%-%-%-%-%-%-%37%28%27%

62237----213410Quite high
39%19%45%71%27%-%-%-%-%100%43%28%27%33%

44*17-----1348Very high
27%41%6%29%29%-%-%-%-%-%57%26%31%29%

Don't Know (DO NOT READ
1-2-3------123OUT)
7%-%49%-%13%-%-%-%-%-%-%10%15%11%

1062414----226818NET: High
66%60%51%100%56%-%-%-%-%100%100%53%57%62%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-21922122422162034Unweighted total
---2-*1721112019111729Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2--46486448Neither low nor high
-%-%-%100%-%-%23%28%36%39%30%38%23%27%

-----*987795910Quite high
-%-%-%-%-%100%52%36%63%35%47%48%52%33%

------38*43*38Very high
-%-%-%-%-%-%19%36%1%20%17%5%19%29%

Don't Know (DO NOT READ
------1--11113OUT)
-%-%-%-%-%-%6%-%-%5%6%10%6%11%

-----*12157111261218NET: High
-%-%-%-%-%100%71%72%64%55%64%52%70%62%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-7663----1112134Unweighted total
-4565----2**1829Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*222-------88Neither low nor high
-%7%39%32%36%-%-%-%-%-%-%-%44%27%

-3-42----2**510Quite high
-%92%-%67%40%-%-%-%-%100%100%100%28%33%

-*2*1-------48Very high
-%1%39%2%24%-%-%-%-%-%-%-%22%29%

Don't Know (DO NOT READ
--1---------13OUT)
-%-%21%-%-%-%-%-%-%-%-%-%6%11%

-3243----2**918NET: High
-%93%39%68%64%-%-%-%-%100%100%100%50%62%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
220231142182744734Unweighted total
*1917122*18*662529Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-662*-8*-4228Neither low nor high
-%30%36%15%18%-%42%70%-%57%95%42%27%

-945**7*5--210Quite high
-%47%26%43%11%69%37%30%82%-%-%36%33%

*362**4-12*18Very high
100%16%38%16%7%31%21%-%18%26%5%22%29%

Don't Know (DO NOT READ
-1-31----1--3OUT)
-%6%-%26%65%-%-%-%-%17%-%-%11%

*12117**11*62*318NET: High
100%64%64%59%17%100%58%30%100%26%5%58%62%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-718822221920234Unweighted total
-8175191*1819129Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-4428*-68*8Neither low nor high
-%52%23%36%41%8%-%31%41%8%27%

-49261*96110Quite high
-%48%53%38%32%92%55%47%32%92%33%

--3*4-*34-8Very high
-%-%18%5%21%-%45%17%21%-%29%

Don't Know (DO NOT READ
--111--11-3OUT)
-%-%6%21%6%-%-%6%6%-%11%

-4122101*1210118NET: High
-%48%70%43%53%92%100%64%53%92%62%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
11217131418-141518-715634Unweighted total
*1216111016-111215-710329Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-46644-648-4428Neither low nor high
-%31%34%52%38%25%-%57%32%51%-%55%37%57%27%

*79359-254-25*10Quite high
100%56%53%29%48%56%-%22%44%26%-%30%48%3%33%

-221*2-132--**8Very high
-%13%12%9%3%13%-%11%24%16%-%-%5%7%29%

Don't Know (DO NOT READ
---111-1-1-1113OUT)
-%-%-%9%10%7%-%10%-%7%-%16%10%32%11%

*9114511-386-26*18NET: High
100%69%66%39%52%68%-%33%68%42%-%30%53%10%62%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 174  (continuation)                                                                                                                                                  Page 3067

The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--3-11174610111134Unweighted total
--4-111747811929Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

--3-46224228Neither low nor high
-%-%97%-%37%33%48%25%47%21%24%27%

--*-592427510Quite high
-%-%3%-%48%52%52%59%26%63%53%33%

----21-11218Very high
-%-%-%-%15%8%-%16%14%16%12%29%

Don't Know (DO NOT READ
-----1--1-13OUT)
-%-%-%-%-%6%-%-%14%-%11%11%

--*-7102538618NET: High
-%-%3%-%63%61%52%75%39%79%65%62%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cb*ae*dc*baSignificance Level: 95%
226-26-153222332630263034Unweighted total
187-22-142521272124212429Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

44-6-664666668Neither low nor high
22%51%-%27%-%40%24%18%22%28%25%28%25%27%

64-8-61091091091010Quite high
33%49%-%36%-%42%38%42%35%42%40%42%40%33%

5--5-175855558Very high
28%-%-%23%-%10%26%26%31%24%22%25%22%29%

Don't Know (DO NOT READ
3--3-133313133OUT)

18%-%-%14%-%8%12%15%12%6%13%6%13%11%

114-13-71614181415141518NET: High
60%49%-%59%-%52%64%68%66%66%62%67%62%62%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
18161431642010268-2834Unweighted total
1415132142197218-2229Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

432*6-4462-38Neither low nor high
32%23%14%11%41%-%22%49%28%25%-%12%27%

46523-8282-810Quite high
28%38%39%89%19%-%40%27%36%26%-%35%33%

633-515244-88Very high
40%18%22%-%40%57%27%24%21%49%-%39%29%

Don't Know (DO NOT READ
-33--12-3--33OUT)
-%21%25%-%-%43%11%-%15%-%-%15%11%

988281134126-1618NET: High
68%56%61%89%59%57%67%51%57%75%-%74%62%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-22212145-334Unweighted total
1-2**1*112-129Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------8Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%27%

*--**-*-**-*10Quite high
13%-%-%55%55%-%55%-%16%9%-%5%33%

1-2**1*112-18Very high
87%-%100%45%45%100%45%100%84%91%-%95%29%

Don't Know (DO NOT READ
------------3OUT)
-%-%-%-%-%-%-%-%-%-%-%-%11%

1-2**1*112-118NET: High
100%-%100%100%100%100%100%100%100%100%-%100%62%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
43353127634Unweighted total
42462*25429Weighted total

----------Very low
-%-%-%-%-%-%-%-%-%-%

----------Quite low
-%-%-%-%-%-%-%-%-%-%

-2-42*--*8Neither low nor high
-%87%-%68%77%100%-%-%9%27%

2*2*--1*410Quite high
54%8%51%2%-%-%50%5%91%33%

**221--4-8Very high
2%5%45%30%23%-%-%95%-%29%

Don't Know (DO NOT READ
2-*---1--3OUT)

43%-%4%-%-%-%50%-%-%11%

3*421-15418NET: High
57%13%96%32%23%-%50%100%91%62%

----------NET: Low
-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
71110634Unweighted total
7117429Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

25**8Neither low nor high
28%48%4%9%27%

321410Quite high
40%18%18%91%33%

*44-8Very high
3%33%62%-%29%

Don't Know (DO NOT READ
2*1-3OUT)

30%1%15%-%11%

366418NET: High
43%51%80%91%62%

-----NET: Low
-%-%-%-%-%
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The price of the postal services provided by FedEx in the last 12 months (QOP4. 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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11---2--2-2Unweighted total
**---*--*-*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*Very high
100%-%-%-%-%51%-%-%51%-%51%

Don't Know (DO NOT READ
-*---*--*-*OUT)
-%100%-%-%-%49%-%-%49%-%49%

*----*--*-*NET: High
100%-%-%-%-%51%-%-%51%-%51%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---2-2-------2Unweighted total
---*-*-------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-------*Very high
-%-%-%51%-%51%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
---*-*-------*OUT)
-%-%-%49%-%49%-%-%-%-%-%-%-%49%

---*-*-------*NET: High
-%-%-%51%-%51%-%-%-%-%-%-%-%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-211---2----2Unweighted total
-***---*----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*Very high
-%51%-%100%-%-%-%51%-%-%-%-%51%

Don't Know (DO NOT READ
-**----*----*OUT)
-%49%100%-%-%-%-%49%-%-%-%-%49%

-*-*---*----*NET: High
-%51%-%100%-%-%-%51%-%-%-%-%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
*---**Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

*---**Very high
51%-%-%-%51%51%

Don't Know (DO NOT READ
*---**OUT)

49%-%-%-%49%49%

*---**NET: High
51%-%-%-%51%51%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--2---11----2Unweighted total
*--*---**----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*----*----*Very high
51%-%-%51%-%-%-%-%100%-%-%-%-%51%

Don't Know (DO NOT READ
*--*---*-----*OUT)

49%-%-%49%-%-%-%100%-%-%-%-%-%49%

*--*----*----*NET: High
51%-%-%51%-%-%-%-%100%-%-%-%-%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---2---2-12222Unweighted total
---*---*-*****Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--****Very high
-%-%-%51%-%-%-%51%-%-%51%51%51%51%

Don't Know (DO NOT READ
---*---*-*****OUT)
-%-%-%49%-%-%-%49%-%100%49%49%49%49%

---*---*--****NET: High
-%-%-%51%-%-%-%51%-%-%51%51%51%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2---1-1-----2Unweighted total
-*---*-*-----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very high
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
-*---*-*-----*OUT)
-%49%-%-%-%100%-%100%-%-%-%-%-%49%

-*-----------*NET: High
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1111--11----2Unweighted total
****--**----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*Very high
100%-%100%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
-*-*--**----*OUT)
-%100%-%100%-%-%100%100%-%-%-%-%49%

*-*---------*NET: High
100%-%100%-%-%-%-%-%-%-%-%-%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--2--1-1-12Unweighted total
--*--*-*-**Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

--*-------*Very high
-%-%51%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%49%-%-%100%-%100%-%100%49%

--*-------*NET: High
-%-%51%-%-%-%-%-%-%-%51%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-111--11--2-2Unweighted total
-*-***--**--*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*-*Very high
-%-%-%-%-%-%-%-%-%-%-%-%51%-%51%

Don't Know (DO NOT READ
-*-***--**--*-*OUT)
-%100%-%100%100%100%-%-%100%100%-%-%49%-%49%

------------*-*NET: High
-%-%-%-%-%-%-%-%-%-%-%-%51%-%51%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 175  (continuation)                                                                                                                                                  Page 3083

The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1---1--2Unweighted total
----*---*--*Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Very high
-%-%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
----*---*--*OUT)
-%-%-%-%100%-%-%-%100%-%-%49%

-----------*NET: High
-%-%-%-%-%-%-%-%-%-%-%51%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--21222222Unweighted total
*--*--********Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*-******Very high
-%-%-%-%-%-%51%-%51%51%51%51%51%51%

Don't Know (DO NOT READ
*--*--********OUT)

100%-%-%100%-%-%49%100%49%49%49%49%49%49%

------*-******NET: High
-%-%-%-%-%-%51%-%51%51%51%51%51%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-1-1-1111-22Unweighted total
*-*-*-****-**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**Very high
51%-%-%-%100%-%100%-%-%100%-%51%51%

Don't Know (DO NOT READ
*-*----**--**OUT)

49%-%100%-%-%-%-%100%100%-%-%49%49%

*---*-*--*-**NET: High
51%-%-%-%100%-%100%-%-%100%-%51%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------2Unweighted total
------------*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%49%

------------*NET: High
-%-%-%-%-%-%-%-%-%-%-%-%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q1 2018Aug' 2018Jan' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

-----Neither low nor high
-%-%-%-%-%

-----Quite high
-%-%-%-%-%

-*-**Very high
-%100%-%100%51%

Don't Know (DO NOT READ
*-*-*OUT)

100%-%100%-%49%

-*-**NET: High
-%100%-%100%51%

-----NET: Low
-%-%-%-%-%
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The quality of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link
Post on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11---2--2-2Unweighted total
**---*--*-*Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*Very high
100%-%-%-%-%51%-%-%51%-%51%

Don't Know (DO NOT READ
-*---*--*-*OUT)
-%100%-%-%-%49%-%-%49%-%49%

*----*--*-*NET: High
100%-%-%-%-%51%-%-%51%-%51%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---2-2-------2Unweighted total
---*-*-------*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-------*Very high
-%-%-%51%-%51%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
---*-*-------*OUT)
-%-%-%49%-%49%-%-%-%-%-%-%-%49%

---*-*-------*NET: High
-%-%-%51%-%51%-%-%-%-%-%-%-%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-211---2----2Unweighted total
-***---*----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*Very high
-%51%-%100%-%-%-%51%-%-%-%-%51%

Don't Know (DO NOT READ
-**----*----*OUT)
-%49%100%-%-%-%-%49%-%-%-%-%49%

-*-*---*----*NET: High
-%51%-%100%-%-%-%51%-%-%-%-%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
*---**Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

------Quite high
-%-%-%-%-%-%

*---**Very high
51%-%-%-%51%51%

Don't Know (DO NOT READ
*---**OUT)

49%-%-%-%49%49%

*---**NET: High
51%-%-%-%51%51%

------NET: Low
-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--2---11----2Unweighted total
*--*---**----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*----*----*Very high
51%-%-%51%-%-%-%-%100%-%-%-%-%51%

Don't Know (DO NOT READ
*--*---*-----*OUT)

49%-%-%49%-%-%-%100%-%-%-%-%-%49%

*--*----*----*NET: High
51%-%-%51%-%-%-%-%100%-%-%-%-%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 176  (continuation)                                                                                                                                                  Page 3093

The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---2---2-12222Unweighted total
---*---*-*****Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--****Very high
-%-%-%51%-%-%-%51%-%-%51%51%51%51%

Don't Know (DO NOT READ
---*---*-*****OUT)
-%-%-%49%-%-%-%49%-%100%49%49%49%49%

---*---*--****NET: High
-%-%-%51%-%-%-%51%-%-%51%51%51%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2---1-1-----2Unweighted total
-*---*-*-----*Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*Very high
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
-*---*-*-----*OUT)
-%49%-%-%-%100%-%100%-%-%-%-%-%49%

-*-----------*NET: High
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1111--11----2Unweighted total
****--**----*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*Very high
100%-%100%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
-*-*--**----*OUT)
-%100%-%100%-%-%100%100%-%-%-%-%49%

*-*---------*NET: High
100%-%100%-%-%-%-%-%-%-%-%-%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--2--1-1-12Unweighted total
--*--*-*-**Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite high
-%-%-%-%-%-%-%-%-%-%-%

--*-------*Very high
-%-%51%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%49%-%-%100%-%100%-%100%49%

--*-------*NET: High
-%-%51%-%-%-%-%-%-%-%51%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-111--11--2-2Unweighted total
-*-***--**--*-*Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*-*Very high
-%-%-%-%-%-%-%-%-%-%-%-%51%-%51%

Don't Know (DO NOT READ
-*-***--**--*-*OUT)
-%100%-%100%100%100%-%-%100%100%-%-%49%-%49%

------------*-*NET: High
-%-%-%-%-%-%-%-%-%-%-%-%51%-%51%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1---1--2Unweighted total
----*---*--*Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Very high
-%-%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
----*---*--*OUT)
-%-%-%-%100%-%-%-%100%-%-%49%

-----------*NET: High
-%-%-%-%-%-%-%-%-%-%-%51%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--21222222Unweighted total
*--*--********Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*-******Very high
-%-%-%-%-%-%51%-%51%51%51%51%51%51%

Don't Know (DO NOT READ
*--*--********OUT)

100%-%-%100%-%-%49%100%49%49%49%49%49%49%

------*-******NET: High
-%-%-%-%-%-%51%-%51%51%51%51%51%51%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-1-1-1111-22Unweighted total
*-*-*-****-**Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**Very high
51%-%-%-%100%-%100%-%-%100%-%51%51%

Don't Know (DO NOT READ
*-*----**--**OUT)

49%-%100%-%-%-%-%100%100%-%-%49%49%

*---*-*--*-**NET: High
51%-%-%-%100%-%100%-%-%100%-%51%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------2Unweighted total
------------*Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite high
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%51%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%49%

------------*NET: High
-%-%-%-%-%-%-%-%-%-%-%-%51%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q1 2018Aug' 2018Jan' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

-----Very low
-%-%-%-%-%

-----Quite low
-%-%-%-%-%

-----Neither low nor high
-%-%-%-%-%

-----Quite high
-%-%-%-%-%

-*-**Very high
-%100%-%100%51%

Don't Know (DO NOT READ
*-*-*OUT)

100%-%100%-%49%

-*-**NET: High
-%100%-%100%51%

-----NET: Low
-%-%-%-%-%
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The price of the postal services provided by Secured Mail in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate City Link Post
on each of the following aspects:)
Base: All those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--24-4-13812Unweighted total
--15-*-**89Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---1-----11Neither low nor high
-%-%-%22%-%-%-%-%-%13%13%

--*4-*--*44Quite high
-%-%17%78%-%35%-%-%41%47%46%

--*--*-**34Very high
-%-%83%-%-%65%-%100%59%40%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--14-*-**77NET: High
-%-%100%78%-%100%-%100%100%87%87%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2154---4-----12Unweighted total
1*16---6-----9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1---1-----1Neither low nor high
-%-%-%17%-%-%-%17%-%-%-%-%-%13%

*-*3---3-----4Quite high
44%-%13%55%-%-%-%55%-%-%-%-%-%46%

1*12---2-----4Very high
56%100%87%28%-%-%-%28%-%-%-%-%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*15---5-----7NET: High
100%100%100%83%-%-%-%83%-%-%-%-%-%87%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11121092-1----12Unweighted total
271871-*----9Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-11-------1Neither low nor high
-%16%-%13%15%-%-%-%-%-%-%-%13%

22-43*------4Quite high
100%33%-%49%49%50%-%-%-%-%-%-%46%

-4133*-*----4Very high
-%51%100%37%36%50%-%100%-%-%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

261761-*----7NET: High
100%84%100%87%85%100%-%100%-%-%-%-%87%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
651-1212Unweighted total
53*-99Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

1---11Neither low nor high
21%-%-%-%13%13%

22--44Quite high
33%76%-%-%46%46%

21*-44Very high
46%24%100%-%41%41%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

43*-77NET: High
79%100%100%-%87%87%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
93-111-----18312Unweighted total
62-17-----1529Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1------1--1Neither low nor high
17%-%-%100%-%-%-%-%-%-%100%-%-%13%

22--4------224Quite high
37%70%-%-%53%-%-%-%-%-%-%45%70%46%

31--4------314Very high
45%30%-%-%47%-%-%-%-%-%-%55%30%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

52--7------527NET: High
83%100%-%-%100%-%-%-%-%-%-%100%100%87%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--11--8106810101012Unweighted total
--**--77267779Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------11---1Neither low nor high
-%-%-%-%-%-%-%-%44%17%-%-%-%13%

------44*24444Quite high
-%-%-%-%-%-%58%53%4%35%57%57%57%46%

--**--33133334Very high
-%-%100%100%-%-%42%47%52%48%43%43%43%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--77157777NET: High
-%-%100%100%-%-%100%100%56%83%100%100%100%87%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
172--------1712Unweighted total
*52--------159Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------1-1Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%100%-%13%

-4----------24Quite high
-%85%-%-%-%-%-%-%-%-%-%-%43%46%

*12---------34Very high
100%15%100%-%-%-%-%-%-%-%-%-%57%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*52---------57NET: High
100%100%100%-%-%-%-%-%-%-%-%-%100%87%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
37574-4-142112Unweighted total
*7173-3-*3129Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

---1--1--1--1Neither low nor high
-%-%-%15%-%-%32%-%-%32%-%-%13%

*4132----2--4Quite high
41%57%44%47%77%-%-%-%-%65%-%-%46%

*3131-2-**124Very high
59%43%56%38%23%-%68%-%100%3%100%100%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*7163-2-*2127NET: High
100%100%100%85%100%-%68%-%100%68%100%100%87%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-39544375312Unweighted total
-1723316519Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----1---11Neither low nor high
-%-%-%-%-%37%-%-%-%88%13%

-1422-*32-4Quite high
-%93%57%96%66%-%77%55%44%-%46%

-*3*12*33*4Very high
-%7%43%4%34%63%23%45%56%12%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-17232165*7NET: High
-%100%100%100%100%63%100%100%100%12%87%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-69679-237-39612Unweighted total
-57457-235-1739Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1---111----1Neither low nor high
-%-%-%27%-%-%-%68%33%24%-%-%-%-%13%

-24*24-**2-1424Quite high
-%51%58%13%48%58%-%32%15%49%-%93%57%79%46%

-23223--21-*314Very high
-%49%42%60%52%42%-%-%52%28%-%7%43%21%41%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-57357-*23-1737NET: High
-%100%100%73%100%100%-%32%67%76%-%100%100%100%87%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---1593234512Unweighted total
---*48211349Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

----1111-111Neither low nor high
-%-%-%-%28%14%66%96%-%32%27%13%

----14*-***4Quite high
-%-%-%-%15%49%31%-%48%15%12%46%

---*23**1224Very high
-%-%-%100%57%38%3%4%52%54%61%41%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---*371*1237NET: High
-%-%-%100%72%86%34%4%100%68%73%87%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
102-10-61110121011111112Unweighted total

71-8-286968889Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1-111111111Neither low nor high
-%96%-%13%-%47%13%17%13%17%13%13%13%13%

4--3-*32423334Quite high
53%-%-%44%-%5%43%28%46%28%43%43%43%46%

3*-3-144444444Very high
47%4%-%43%-%48%44%56%41%55%44%44%44%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

7*-7-175757777NET: High
100%4%-%87%-%53%87%83%87%83%87%87%87%87%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 177  (continuation)                                                                                                                                                  Page 3115

The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3971317412--1212Unweighted total
27611*629--99Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1---11--11Neither low nor high
-%16%-%100%-%-%-%51%13%-%-%13%13%

224-**3-4--44Quite high
92%34%61%-%9%100%58%-%46%-%-%46%46%

*32-1-214--44Very high
8%50%39%-%91%-%42%49%41%-%-%41%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

266-1*617--77NET: High
100%84%100%-%100%100%100%49%87%-%-%87%87%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---1-1----1112Unweighted total
---*-*----**9Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%13%

------------4Quite high
-%-%-%-%-%-%-%-%-%-%-%-%46%

---*-*----**4Very high
-%-%-%100%-%100%-%-%-%-%100%100%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*----**7NET: High
-%-%-%100%-%100%-%-%-%-%100%100%87%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Nov' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
12361111113312Unweighted total
121512*1**329Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--1----1----1Neither low nor high
-%-%92%-%-%-%-%100%-%-%-%-%13%

-2-2-2*----24Quite high
-%100%-%44%-%100%100%-%-%-%-%96%46%

1-*31---**3*4Very high
100%-%8%56%100%-%-%-%100%100%100%4%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

12*512*-**327NET: High
100%100%8%100%100%100%100%-%100%100%100%100%87%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 177  (continuation)                                                                                                                                                  Page 3118

The quality of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--24-4-13812Unweighted total
--15-*-**89Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Quite low
-%-%-%-%-%34%-%-%40%-%1%

--**-*--**1Neither low nor high
-%-%17%10%-%35%-%-%41%6%7%

--*3-*-*-44Quite high
-%-%83%68%-%16%-%100%-%47%46%

---1-*--*44Very high
-%-%-%22%-%16%-%-%19%47%46%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*4-*-**88NET: High
-%-%83%90%-%31%-%100%19%94%92%

-----*--*-*NET: Low
-%-%-%-%-%34%-%-%40%-%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2154---4-----12Unweighted total
1*16---6-----9Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Quite low
-%-%13%-%-%-%-%-%-%-%-%-%-%1%

*-*----------1Neither low nor high
44%-%13%-%-%-%-%-%-%-%-%-%-%7%

-**3---3-----4Quite high
-%100%6%55%-%-%-%55%-%-%-%-%-%46%

1-13---3-----4Very high
56%-%69%45%-%-%-%45%-%-%-%-%-%46%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*16---6-----8NET: High
56%100%74%100%-%-%-%100%-%-%-%-%-%92%

--*----------*NET: Low
-%-%13%-%-%-%-%-%-%-%-%-%-%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11121092-1----12Unweighted total
271871-*----9Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**-------*Quite low
-%1%-%1%1%-%-%-%-%-%-%-%1%

-1-1**------1Neither low nor high
-%9%-%7%1%50%-%-%-%-%-%-%7%

22-43--*----4Quite high
100%32%-%49%48%-%-%100%-%-%-%-%46%

-4133*------4Very high
-%58%100%43%49%50%-%-%-%-%-%-%46%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

26177*-*----8NET: High
100%90%100%91%97%50%-%100%-%-%-%-%92%

-*-**-------*NET: Low
-%1%-%1%1%-%-%-%-%-%-%-%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
651-1212Unweighted total
53*-99Weighted total

------Very low
-%-%-%-%-%-%

-*--**Quite low
-%3%-%-%1%1%

-1--11Neither low nor high
-%20%-%-%7%7%

22*-44Quite high
34%57%100%-%46%46%

31--44Very high
66%20%-%-%46%46%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

52*-88NET: High
100%77%100%-%92%92%

-*--**NET: Low
-%3%-%-%1%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
93-111-----18312Unweighted total
62-17-----1529Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-------**Quite low
-%4%-%-%1%-%-%-%-%-%-%-%4%1%

1---1------1-1Neither low nor high
10%-%-%-%8%-%-%-%-%-%-%12%-%7%

22--4------224Quite high
37%70%-%-%52%-%-%-%-%-%-%44%70%46%

31-13-----1214Very high
54%26%-%100%38%-%-%-%-%-%100%44%26%46%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62-17-----1428NET: High
90%96%-%100%91%-%-%-%-%-%100%88%96%92%

-*--*-------**NET: Low
-%4%-%-%1%-%-%-%-%-%-%-%4%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--11--8106810101012Unweighted total
--**--77267779Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*******Quite low
-%-%-%100%-%-%-%1%4%2%1%1%1%1%

------11**1111Neither low nor high
-%-%-%-%-%-%9%8%4%8%9%9%9%7%

--*---34*23334Quite high
-%-%100%-%-%-%49%52%20%35%49%49%49%46%

------33233334Very high
-%-%-%-%-%-%42%39%71%55%41%41%41%46%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---67266668NET: High
-%-%100%-%-%-%91%91%92%91%90%90%90%92%

---*---*******NET: Low
-%-%-%100%-%-%-%1%4%2%1%1%1%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
172--------1712Unweighted total
*52--------159Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------**Quite low
-%-%5%-%-%-%-%-%-%-%-%-%2%1%

-1----------*1Neither low nor high
-%13%-%-%-%-%-%-%-%-%-%-%10%7%

-3----------24Quite high
-%73%-%-%-%-%-%-%-%-%-%-%43%46%

*12--------124Very high
100%14%95%-%-%-%-%-%-%-%-%100%46%46%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*42--------158NET: High
100%87%95%-%-%-%-%-%-%-%-%100%89%92%

--*---------**NET: Low
-%-%5%-%-%-%-%-%-%-%-%-%2%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
37574-4-142112Unweighted total
*7173-3-*3129Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---*--*--*Quite low
40%-%7%-%-%-%3%-%-%3%-%-%1%

**1-*----*--1Neither low nor high
41%7%44%-%17%-%-%-%-%15%-%-%7%

-3-42-*--2*-4Quite high
-%51%-%54%60%-%15%-%-%51%44%-%46%

*3131-3-*1124Very high
19%42%49%46%23%-%82%-%100%32%56%100%46%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*6172-3-*3128NET: High
19%93%49%100%83%-%97%-%100%82%100%100%92%

*-*---*--*--*NET: Low
40%-%7%-%-%-%3%-%-%3%-%-%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-39544375312Unweighted total
-1723316519Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

--*--**--**Quite low
-%-%1%-%-%3%15%-%-%8%1%

-111*-***-1Neither low nor high
-%93%9%26%15%-%77%2%10%-%7%

--322--32-4Quite high
-%-%49%72%66%-%-%54%44%-%46%

-*3*13*3214Very high
-%7%41%2%19%97%7%45%46%92%46%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*6233*6518NET: High
-%7%90%74%85%97%7%98%90%92%92%

--*--**--**NET: Low
-%-%1%-%-%3%15%-%-%8%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-69679-237-39612Unweighted total
-57457-235-1739Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-----*--*-*Quite low
-%-%-%3%-%-%-%-%-%2%-%-%1%-%1%

-11*11-***-1111Neither low nor high
-%13%9%13%13%9%-%32%15%11%-%93%9%21%7%

-23*23---2--324Quite high
-%38%50%13%36%50%-%-%-%49%-%-%49%60%46%

-23323-132-*314Very high
-%49%42%72%51%42%-%68%85%38%-%7%41%19%46%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-46346-134-*628NET: High
-%87%91%85%87%91%-%68%85%87%-%7%90%79%92%

---*-----*--*-*NET: Low
-%-%-%3%-%-%-%-%-%2%-%-%1%-%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---1593234512Unweighted total
---*48211349Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----*---***Quite low
-%-%-%-%-%1%-%-%-%3%2%1%

----1**-***1Neither low nor high
-%-%-%-%15%6%31%-%48%15%12%7%

---*-3--*--4Quite high
-%-%-%100%-%43%-%-%48%-%-%46%

----3411*334Very high
-%-%-%-%85%49%69%100%4%82%85%46%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---*37111338NET: High
-%-%-%100%85%92%69%100%52%82%85%92%

-----*---***NET: Low
-%-%-%-%-%1%-%-%-%3%2%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
102-10-61110121011111112Unweighted total

71-8-286968889Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----********Quite low
1%-%-%-%-%-%1%2%1%2%1%1%1%1%

1--*-***1****1Neither low nor high
8%-%-%1%-%5%1%2%7%2%1%1%1%7%

4*-4-142424444Quite high
52%4%-%49%-%24%48%35%46%35%48%48%48%46%

31-4-244444444Very high
39%96%-%50%-%71%49%62%46%62%49%49%49%46%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

71-8-286868888NET: High
91%100%-%99%-%95%98%97%92%97%98%98%98%92%

*-----********NET: Low
1%-%-%-%-%-%1%2%1%2%1%1%1%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3971317412--1212Unweighted total
27611*629--99Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*-*--**Quite low
5%-%-%-%-%-%2%-%1%-%-%1%1%

-1*-***-1--11Neither low nor high
-%9%8%-%9%100%2%-%7%-%-%7%7%

223-*-314--44Quite high
95%32%54%-%45%-%57%26%46%-%-%46%46%

-421*-224--44Very high
-%59%38%100%45%-%40%74%46%-%-%46%46%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

26611-628--88NET: High
95%91%92%100%91%-%97%100%92%-%-%92%92%

*-----*-*--**NET: Low
5%-%-%-%-%-%2%-%1%-%-%1%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---1-1----1112Unweighted total
---*-*----**9Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Quite low
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------1Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%7%

---*-*----**4Quite high
-%-%-%100%-%100%-%-%-%-%100%100%46%

------------4Very high
-%-%-%-%-%-%-%-%-%-%-%-%46%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*----**8NET: High
-%-%-%100%-%100%-%-%-%-%100%100%92%

------------*NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Nov' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
12361111113312Unweighted total
121512*1**329Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-------**Quite low
-%-%-%2%-%-%-%-%-%-%-%4%1%

-*-*--*----*1Neither low nor high
-%6%-%10%-%-%100%-%-%-%-%21%7%

-2*2-2---**24Quite high
-%94%4%44%-%100%-%-%-%100%18%74%46%

1-121--1*-2-4Very high
100%-%96%44%100%-%-%100%100%-%82%-%46%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

121412-1**328NET: High
100%94%100%88%100%100%-%100%100%100%100%74%92%

---*-------**NET: Low
-%-%-%2%-%-%-%-%-%-%-%4%1%
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The price of the postal services provided by DX in the last 12 months (QOP4. 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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--13-7-34916Unweighted total
--*2-1-*11011Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

---*-*-*-22Quite high
-%-%-%29%-%14%-%65%-%23%22%

--*1-1-*177Very high
-%-%100%71%-%86%-%35%100%67%68%

Don't Know (DO NOT READ
---------11OUT)
-%-%-%-%-%-%-%-%-%11%10%

--*2-1-*1910NET: High
-%-%100%100%-%100%-%100%100%89%90%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1112-31--4-116Unweighted total
1-*103-41--2-*11Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--2--2------2Quite high
73%-%-%19%-%-%53%-%-%-%-%-%-%22%

*-*73-21--1-*7Very high
27%-%100%70%100%-%47%100%-%-%54%-%100%68%

Don't Know (DO NOT READ
---1------1--1OUT)
-%-%-%11%-%-%-%-%-%-%46%-%-%10%

1-*93-41--1-*10NET: High
100%-%100%89%100%-%100%100%-%-%54%-%100%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
41221473-51---16Unweighted total
1103751-4*---11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-22--*----2Quite high
4%25%-%32%38%-%-%11%-%-%-%-%22%

163421-4*---7Very high
96%64%100%54%41%100%-%89%100%-%-%-%68%

Don't Know (DO NOT READ
-1-11-------1OUT)
-%11%-%14%21%-%-%-%-%-%-%-%10%

183641-4*---10NET: High
100%89%100%86%79%100%-%100%100%-%-%-%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 179  (continuation)                                                                                                                                                  Page 3136

The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
349-1616Unweighted total
434-1111Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

2-1-22Quite high
52%-%14%-%22%22%

223-77Very high
48%67%86%-%68%68%

Don't Know (DO NOT READ
-1--11OUT)
-%33%-%-%10%10%

424-1010NET: High
100%67%100%-%90%90%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5101-16------51116Unweighted total
28*-11------2911Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--2------2*2Quite high
83%6%-%-%22%-%-%-%-%-%-%83%6%22%

*7*-7------*77Very high
17%82%100%-%68%-%-%-%-%-%-%17%82%68%

Don't Know (DO NOT READ
-1--1-------11OUT)
-%13%-%-%10%-%-%-%-%-%-%-%12%10%

27*-10------2710NET: High
100%87%100%-%90%-%-%-%-%-%-%100%88%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1111137413111116Unweighted total
----2*7105297711Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-12*12222Quite high
-%-%-%-%100%-%9%24%9%22%28%27%33%22%

-----*66526557Very high
-%-%-%-%-%100%91%64%91%78%72%73%67%68%

Don't Know (DO NOT READ
-------1-----1OUT)
-%-%-%-%-%-%-%11%-%-%-%-%-%10%

----2*795297710NET: High
-%-%-%-%100%100%100%89%100%100%100%100%100%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3424-------416Unweighted total
-*5*3-------211Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2**-------12Quite high
-%16%34%18%18%-%-%-%-%-%-%-%22%22%

-*3*2-------27Very high
-%84%66%82%82%-%-%-%-%-%-%-%78%68%

Don't Know (DO NOT READ
-------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%10%

-*5*3-------210NET: High
-%100%100%100%100%-%-%-%-%-%-%-%100%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
103133112--12116Unweighted total

8192**2--2**11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2*-**---**2Quite high
25%58%21%29%-%100%22%-%-%-%29%100%22%

6*7**-2--2*-7Very high
75%42%79%6%100%-%78%-%-%100%71%-%68%

Don't Know (DO NOT READ
---1--------1OUT)
-%-%-%65%-%-%-%-%-%-%-%-%10%

8191**2--2**10NET: High
100%100%100%35%100%100%100%-%-%100%100%100%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-51024-411-16Unweighted total
-2722-2**-11Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-12*1-*-*-2Quite high
-%30%28%3%22%-%26%-%100%-%22%

-1522-1*--7Very high
-%70%72%97%78%-%74%100%-%-%68%

Don't Know (DO NOT READ
----------1OUT)
-%-%-%-%-%-%-%-%-%-%10%

-2722-2**-10NET: High
-%100%100%100%100%-%100%100%100%-%90%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-22-22-223-410316Unweighted total
-1*-*1-2*2-15311Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-**1-*2*2Quite high
-%66%-%-%-%83%-%3%29%24%-%4%36%2%22%

-**-**-2*2-1337Very high
-%34%100%-%100%17%-%97%71%76%-%96%64%98%68%

Don't Know (DO NOT READ
--------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%10%

-1*-*1-2*2-15310NET: High
-%100%100%-%100%100%-%100%100%100%-%100%100%100%90%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----12--11116Unweighted total
----**--***11Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

--------*--2Quite high
-%-%-%-%-%-%-%-%100%-%-%22%

----**---**7Very high
-%-%-%-%100%100%-%-%-%100%100%68%

Don't Know (DO NOT READ
-----------1OUT)
-%-%-%-%-%-%-%-%-%-%-%10%

----**--***10NET: High
-%-%-%-%100%100%-%-%100%100%100%90%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4--4-5159151016141616Unweighted total
2--2-21061171181111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-122222222Quite high
26%-%-%26%-%30%25%42%22%36%22%29%22%22%

*--*-173737577Very high
18%-%-%18%-%70%75%58%68%48%68%58%68%68%

Don't Know (DO NOT READ
1--1----111111OUT)

56%-%-%56%-%-%-%-%10%16%10%13%10%10%

1--1-21061061071010NET: High
44%-%-%44%-%100%100%100%90%84%90%87%90%90%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 179  (continuation)                                                                                                                                                  Page 3145

The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
5111023214-16--1616Unweighted total
29811110-11--1111Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

122-*-2-2--22Quite high
29%21%28%-%5%-%25%-%22%-%-%22%22%

1651116-7--77Very high
71%67%59%100%95%100%64%-%68%-%-%68%68%

Don't Know (DO NOT READ
-11---1-1--11OUT)
-%12%13%-%-%-%11%-%10%-%-%10%10%

2871119-10--1010NET: High
100%88%87%100%100%100%89%-%90%-%-%90%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4211-1114516Unweighted total
--12**-***2211Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****2Quite high
-%-%8%-%100%100%-%100%100%100%2%4%22%

--11------227Very high
-%-%92%50%-%-%-%-%-%-%98%96%68%

Don't Know (DO NOT READ
---1--------1OUT)
-%-%-%50%-%-%-%-%-%-%-%-%10%

--11**-***2210NET: High
-%-%100%50%100%100%-%100%100%100%100%100%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
14831112261216Unweighted total
245*2*2213**11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**-2*---*--2Quite high
100%12%2%-%100%100%-%-%-%3%-%-%22%

-43*--2212**7Very high
-%88%75%100%-%-%100%100%100%65%100%100%68%

Don't Know (DO NOT READ
--1------1--1OUT)
-%-%23%-%-%-%-%-%-%32%-%-%10%

244*2*2212**10NET: High
100%100%77%100%100%100%100%100%100%68%100%100%90%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--13-7-34916Unweighted total
--*2-1-*11011Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

---*-*-*-22Quite low
-%-%-%29%-%6%-%29%-%23%22%

---*-*-**-*Neither low nor high
-%-%-%15%-%41%-%35%43%-%3%

---------44Quite high
-%-%-%-%-%-%-%-%-%44%41%

--*1-*-**23Very high
-%-%100%56%-%34%-%35%34%23%23%

Don't Know (DO NOT READ
-----*--*11OUT)
-%-%-%-%-%19%-%-%24%11%11%

--*1-*-**77NET: High
-%-%100%56%-%34%-%35%34%67%64%

---*-*-*-22NET: Low
-%-%-%29%-%6%-%29%-%23%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1112-31--4-116Unweighted total
1-*103-41--2-*11Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--2--2------2Quite low
73%-%-%19%-%-%52%-%-%-%-%-%-%22%

---*--*-----**Neither low nor high
-%-%-%3%-%-%2%-%-%-%-%-%100%3%

---42-21-----4Quite high
-%-%-%45%65%-%47%100%-%-%-%-%-%41%

*-*21-----1--3Very high
27%-%100%21%35%-%-%-%-%-%48%-%-%23%

Don't Know (DO NOT READ
---1------1--1OUT)
-%-%-%12%-%-%-%-%-%-%52%-%-%11%

*-*63-21--1--7NET: High
27%-%100%66%100%-%47%100%-%-%48%-%-%64%

1--2--2------2NET: Low
73%-%-%19%-%-%52%-%-%-%-%-%-%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
41221473-51---16Unweighted total
1103751-4*---11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-22--*----2Quite low
4%24%-%31%37%-%-%11%-%-%-%-%22%

-*-**-------*Neither low nor high
-%3%-%4%6%-%-%-%-%-%-%-%3%

-4312--3----4Quite high
-%46%100%14%33%-%-%65%-%-%-%-%41%

11-3-1-1*---3Very high
96%14%-%34%-%100%-%24%100%-%-%-%23%

Don't Know (DO NOT READ
-1-11-------1OUT)
-%13%-%16%24%-%-%-%-%-%-%-%11%

163421-4*---7NET: High
96%60%100%48%33%100%-%89%100%-%-%-%64%

*2-22--*----2NET: Low
4%24%-%31%37%-%-%11%-%-%-%-%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
349-1616Unweighted total
434-1111Weighted total

------Very low
-%-%-%-%-%-%

2-*-22Quite low
52%-%12%-%22%22%

-**-**Neither low nor high
-%8%1%-%3%3%

221-44Quite high
48%51%27%-%41%41%

-*2-33Very high
-%9%56%-%23%23%

Don't Know (DO NOT READ
-1*-11OUT)
-%33%3%-%11%11%

223-77NET: High
48%60%83%-%64%64%

2-*-22NET: Low
52%-%12%-%22%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5101-16------51116Unweighted total
28*-11------2911Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--2------2*2Quite low
81%6%-%-%22%-%-%-%-%-%-%81%6%22%

**--*------***Neither low nor high
2%3%-%-%3%-%-%-%-%-%-%2%3%3%

-4--4-------44Quite high
-%53%-%-%41%-%-%-%-%-%-%-%52%41%

*2*-3------*23Very high
17%24%100%-%23%-%-%-%-%-%-%17%25%23%

Don't Know (DO NOT READ
-1--1-------11OUT)
-%14%-%-%11%-%-%-%-%-%-%-%14%11%

*6*-7------*77NET: High
17%77%100%-%64%-%-%-%-%-%-%17%77%64%

2*--2------2*2NET: Low
81%6%-%-%22%-%-%-%-%-%-%81%6%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1111137413111116Unweighted total
----2*7105297711Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-12**2222Quite low
-%-%-%-%100%-%8%24%9%20%27%27%32%22%

------**-*****Neither low nor high
-%-%-%-%-%-%5%3%-%2%4%4%1%3%

------44324344Quite high
-%-%-%-%-%-%66%46%65%72%52%48%61%41%

-----*111-11*3Very high
-%-%-%-%-%100%19%14%23%-%15%19%3%23%

Don't Know (DO NOT READ
------*1*****1OUT)
-%-%-%-%-%-%2%12%3%6%2%2%2%11%

-----*66526557NET: High
-%-%-%-%-%100%85%60%88%72%67%67%65%64%

----2-12**2222NET: Low
-%-%-%-%100%-%8%24%9%20%27%27%32%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3424-------416Unweighted total
-*5*3-------211Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2-*-------*2Quite low
-%16%34%-%18%-%-%-%-%-%-%-%20%22%

---*--------**Neither low nor high
-%-%-%100%-%-%-%-%-%-%-%-%2%3%

--3-1-------24Quite high
-%-%64%-%40%-%-%-%-%-%-%-%72%41%

-**-1--------3Very high
-%35%2%-%42%-%-%-%-%-%-%-%-%23%

Don't Know (DO NOT READ
-*----------*1OUT)
-%49%-%-%-%-%-%-%-%-%-%-%6%11%

-*3-2-------27NET: High
-%35%66%-%82%-%-%-%-%-%-%-%72%64%

-*2-*-------*2NET: Low
-%16%34%-%18%-%-%-%-%-%-%-%20%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
103133112--12116Unweighted total

8192**2--2**11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2*2*--*----*2Quite low
24%58%20%29%-%-%22%-%-%-%-%100%22%

***--*----*-*Neither low nor high
1%30%3%-%-%100%-%-%-%-%29%-%3%

4-4---2--2--4Quite high
58%-%48%-%-%-%78%-%-%100%-%-%41%

1*2*--------3Very high
16%12%27%6%-%-%-%-%-%-%-%-%23%

Don't Know (DO NOT READ
*-*1*-----*-1OUT)
2%-%2%65%100%-%-%-%-%-%71%-%11%

6*7*--2--2--7NET: High
73%12%75%6%-%-%78%-%-%100%-%-%64%

2*2*--*----*2NET: Low
24%58%20%29%-%-%22%-%-%-%-%100%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-51024-411-16Unweighted total
-2722-2**-11Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-*2-*-*-*-2Quite low
-%27%28%-%20%-%26%-%100%-%22%

-****-*---*Neither low nor high
-%3%1%3%2%-%13%-%-%-%3%

-1422-----4Quite high
-%59%66%97%72%-%-%-%-%-%41%

-**---1*--3Very high
-%11%4%-%-%-%60%100%-%-%23%

Don't Know (DO NOT READ
--*-*-----1OUT)
-%-%2%-%6%-%-%-%-%-%11%

-1522-1*--7NET: High
-%70%70%97%72%-%60%100%-%-%64%

-*2-*-*-*-2NET: Low
-%27%28%-%20%-%26%-%100%-%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-22-22-223-410316Unweighted total
-1*-*1-2*2-15311Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*---*--2-2Quite low
-%66%-%-%-%83%-%-%-%21%-%-%35%-%22%

-**-*--***-****Neither low nor high
-%34%72%-%72%-%-%3%29%2%-%4%6%2%3%

-------2-2--224Quite high
-%-%-%-%-%-%-%97%-%76%-%-%31%61%41%

--*-**-----1113Very high
-%-%28%-%28%17%-%-%-%-%-%96%25%37%23%

Don't Know (DO NOT READ
--------*---*-1OUT)
-%-%-%-%-%-%-%-%71%-%-%-%3%-%11%

--*-**-2-2-1337NET: High
-%-%28%-%28%17%-%97%-%76%-%96%56%98%64%

-*---*---*--2-2NET: Low
-%66%-%-%-%83%-%-%-%21%-%-%35%-%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----12--11116Unweighted total
----**--***11Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

-----------2Quite low
-%-%-%-%-%-%-%-%-%-%-%22%

----**--*--*Neither low nor high
-%-%-%-%100%72%-%-%100%-%-%3%

-----------4Quite high
-%-%-%-%-%-%-%-%-%-%-%41%

-----*-----3Very high
-%-%-%-%-%28%-%-%-%-%-%23%

Don't Know (DO NOT READ
---------**1OUT)
-%-%-%-%-%-%-%-%-%100%100%11%

-----*-----7NET: High
-%-%-%-%-%28%-%-%-%-%-%64%

-----------2NET: Low
-%-%-%-%-%-%-%-%-%-%-%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4--4-5159151016141616Unweighted total
2--2-21061171181111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*22222222Quite low
26%-%-%26%-%27%24%41%21%35%22%28%22%22%

*--*-*********Neither low nor high
13%-%-%13%-%3%3%5%3%1%3%4%3%3%

------42424344Quite high
-%-%-%-%-%-%45%31%41%26%41%34%41%41%

*--*-131313233Very high
5%-%-%5%-%70%26%23%24%20%23%19%23%23%

Don't Know (DO NOT READ
1--1--*-111111OUT)

56%-%-%56%-%-%1%-%11%18%11%15%11%11%

*--*-173737477NET: High
5%-%-%5%-%70%71%54%65%46%64%53%64%64%

*--*-*22222222NET: Low
26%-%-%26%-%27%24%41%21%35%22%28%22%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
5111023214-16--1616Unweighted total
29811110-11--1111Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

122---2-2--22Quite low
29%20%28%-%-%-%24%-%22%-%-%22%22%

-**-*-*-*--**Neither low nor high
-%3%3%-%5%-%3%-%3%-%-%3%3%

-431-13-4--44Quite high
-%49%40%92%-%95%35%-%41%-%-%41%41%

111*1*2-3--33Very high
71%14%16%8%95%5%26%-%23%-%-%23%23%

Don't Know (DO NOT READ
-11---1-1--11OUT)
-%13%13%-%-%-%12%-%11%-%-%11%11%

1651116-7--77NET: High
71%63%56%100%95%100%60%-%64%-%-%64%64%

122---2-2--22NET: Low
29%20%28%-%-%-%24%-%22%-%-%22%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4211-1114516Unweighted total
--12**-***2211Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-*------*2Quite low
-%-%4%-%100%-%-%-%-%-%-%2%22%

--*--*-******Neither low nor high
-%-%5%-%-%100%-%100%100%100%2%2%3%

--1-------114Quite high
-%-%87%-%-%-%-%-%-%-%48%47%41%

--*1------113Very high
-%-%5%50%-%-%-%-%-%-%50%49%23%

Don't Know (DO NOT READ
---1--------1OUT)
-%-%-%50%-%-%-%-%-%-%-%-%11%

--11------227NET: High
-%-%92%50%-%-%-%-%-%-%98%96%64%

--*-*------*2NET: Low
-%-%4%-%100%-%-%-%-%-%-%2%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
14831112261216Unweighted total
245*2*2213**11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

2**-2*---*--2Quite low
100%12%1%-%100%100%-%-%-%1%-%-%22%

--**-----**-*Neither low nor high
-%-%1%56%-%-%-%-%-%2%100%-%3%

-31---22-1--4Quite high
-%84%23%-%-%-%100%92%-%32%-%-%41%

--2*----11-*3Very high
-%-%51%44%-%-%-%-%100%33%-%100%23%

Don't Know (DO NOT READ
-*1----*-1--1OUT)
-%3%23%-%-%-%-%8%-%32%-%-%11%

-33*--2212-*7NET: High
-%84%75%44%-%-%100%92%100%65%-%100%64%

2**-2*---*--2NET: Low
100%12%1%-%100%100%-%-%-%1%-%-%22%
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The price of the postal services provided by Pitney Bowes in the last 12 months (QOP4. 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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
962732437142145Unweighted total
35*843*122731Weighted total

-----**---*Very low
-%-%-%-%-%4%26%-%-%-%*%

--*--*-**-*Quite low
-%-%79%-%-%12%-%18%12%-%1%

**-321***910Neither low nor high
4%5%-%39%49%23%53%43%11%33%32%

33*2-1**11012Quite high
94%51%21%26%-%46%22%30%55%38%39%

*2-32*-**88Very high
2%44%-%35%51%14%-%10%19%29%27%

Don't Know (DO NOT READ
-----*--*-*OUT)
-%-%-%-%-%2%-%-%3%-%*%

35*522**21820NET: High
96%95%21%61%51%60%22%40%74%67%66%

--*--****-*NET: Low
-%-%79%-%-%15%26%18%12%-%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6443123366322445Unweighted total
11128*1277122531Weighted total

---*----*----*Very low
-%-%-%*%-%-%-%-%2%-%-%-%-%*%

--**-----*---*Quite low
-%-%14%1%-%-%-%-%-%19%-%-%-%1%

**-9**222--2210Neither low nor high
14%42%-%34%55%16%92%24%26%-%-%88%37%32%

11110-**5211*-12Quite high
77%58%73%35%-%11%8%74%30%81%50%12%-%39%

*-*8*1-*3-1-38Very high
10%-%14%29%45%73%-%1%42%-%50%-%63%27%

Don't Know (DO NOT READ
---*---*-----*OUT)
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

11118*1*5512*320NET: High
86%58%86%65%45%84%8%75%72%81%100%12%63%66%

--**----**---*NET: Low
-%-%14%1%-%-%-%-%2%19%-%-%-%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
540172861-143-20145Unweighted total
6257245*-161-8131Weighted total

-*-*----*---*Very low
-%*%-%*%-%-%-%-%20%-%-%-%*%

-*-*---**---*Quite low
-%1%-%2%-%-%-%1%46%-%-%-%1%

28192--4--5-10Neither low nor high
31%33%15%37%39%-%-%22%-%-%58%-%32%

39392--7*-3-12Quite high
50%36%38%39%36%-%-%43%34%-%38%-%39%

17351*-6--*18Very high
19%29%47%22%23%100%-%35%-%-%4%100%27%

Don't Know (DO NOT READ
-*-**-------*OUT)
-%*%-%*%1%-%-%-%-%-%-%-%*%

4166153*-13*-3120NET: High
69%65%85%61%59%100%-%78%34%-%42%100%66%

-*-*---**---*NET: Low
-%2%-%2%-%-%-%1%66%-%-%-%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1832414445Unweighted total
1321613031Weighted total

--*-**Very low
-%-%1%-%*%*%

-**-**Quite low
-%6%2%-%1%1%

622-1010Neither low nor high
44%90%16%-%34%32%

5*7-1212Quite high
39%4%43%-%40%39%

2-6178Very high
17%-%39%100%25%27%

Don't Know (DO NOT READ
--*-**OUT)
-%-%*%-%*%*%

7*1311920NET: High
56%4%82%100%65%66%

-**-**NET: Low
-%6%2%-%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 181  (continuation)                                                                                                                                                  Page 3167

The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
19179540----14142645Unweighted total
12108228----*2101831Weighted total

*---*------*-*Very low
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

-**-*-------**Quite low
-%3%1%-%1%-%-%-%-%-%-%-%2%1%

62228-----24410Neither low nor high
49%22%22%76%29%-%-%-%-%-%78%43%22%32%

552*11----**4712Quite high
40%45%27%22%40%-%-%-%-%100%20%45%37%39%

134*8-----*178Very high
10%30%50%3%29%-%-%-%-%-%3%12%39%27%

Don't Know (DO NOT READ
-*--*-------**OUT)
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

686120----**61420NET: High
50%75%77%24%69%-%-%-%-%100%22%56%76%66%

***-*------***NET: Low
1%3%1%-%2%-%-%-%-%-%-%1%2%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*baSignificance Level: 95%
---2-52633133233253045Unweighted total
---2-1162172019141631Weighted total

---*---*--****Very low
-%-%-%6%-%-%-%1%-%-%1%1%1%*%

------*--*****Quite low
-%-%-%-%-%-%2%-%-%2%2%2%2%1%

---2--382755310Neither low nor high
-%-%-%94%-%-%18%39%33%33%25%34%19%32%

-----1873897812Quite high
-%-%-%-%-%100%48%34%51%42%45%48%47%39%

------55145258Very high
-%-%-%-%-%-%31%26%16%23%27%15%31%27%

Don't Know (DO NOT READ
------*--*****OUT)
-%-%-%-%-%-%*%-%-%*%*%*%*%*%

-----113125131491320NET: High
-%-%-%-%-%100%79%60%67%65%72%63%78%66%

---*--**-*****NET: Low
-%-%-%6%-%-%2%1%-%2%3%3%3%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-61269------13145Unweighted total
-*549------*2031Weighted total

--*----------*Very low
-%-%2%-%-%-%-%-%-%-%-%-%-%*%

--*-*-------**Quite low
-%-%5%-%1%-%-%-%-%-%-%-%2%1%

-*23--------710Neither low nor high
-%9%41%59%-%-%-%-%-%-%-%-%33%32%

-*324------*812Quite high
-%69%50%41%44%-%-%-%-%-%-%100%42%39%

-**-5-------48Very high
-%21%1%-%55%-%-%-%-%-%-%-%23%27%

Don't Know (DO NOT READ
--*---------**OUT)
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

-*329------*1320NET: High
-%91%51%41%99%-%-%-%-%-%-%100%64%66%

--*-*-------**NET: Low
-%-%7%-%1%-%-%-%-%-%-%-%2%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
52820258321151121345Unweighted total
51413186*14*1112631Weighted total

-*-*--------*Very low
-%1%-%1%-%-%-%-%-%-%-%-%*%

-*-**------**Quite low
-%3%-%2%6%-%-%-%-%-%-%6%1%

2346-*6-16**10Neither low nor high
37%21%32%32%-%58%47%-%41%53%5%6%32%

36575*3*142212Quite high
60%41%36%41%93%42%21%100%59%35%95%34%39%

*544--4--1-38Very high
3%34%32%24%-%-%32%-%-%12%-%54%27%

Don't Know (DO NOT READ
-*-**------**OUT)
-%*%-%*%1%-%-%-%-%-%-%1%*%

3119115*7*152520NET: High
63%75%68%65%93%42%53%100%59%47%95%87%66%

-*-**------**NET: Low
-%3%-%3%6%-%-%-%-%-%-%6%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-82413239226181145Unweighted total
-612614621312631Weighted total

--*----*--*Very low
-%-%1%-%-%-%-%1%-%-%*%

--*-*--****Quite low
-%-%3%-%3%-%-%3%1%4%1%

-23*42*34210Neither low nor high
-%38%25%8%32%37%3%24%36%35%32%

-36363245312Quite high
-%62%46%57%41%44%97%33%37%43%39%

--3231-5318Very high
-%-%25%35%24%18%-%39%26%17%27%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%*%-%-%1%-%*%-%1%*%

-39594298420NET: High
-%62%71%92%66%62%97%72%63%60%66%

--*-*--****NET: Low
-%-%4%-%3%-%-%4%1%4%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-2121212227-72123-10191045Unweighted total
-813131113-51216-810631Weighted total

-**-**------*-*Very low
-%2%1%-%1%1%-%-%-%-%-%-%1%-%*%

-*****--**--*-*Quite low
-%5%2%2%2%3%-%-%3%2%-%-%3%-%1%

-33633-267-44*10Neither low nor high
-%36%24%43%27%23%-%53%54%40%-%44%45%5%32%

-45566-236-45412Quite high
-%55%43%37%51%44%-%44%22%37%-%54%50%63%39%

-*4224-*23-**28Very high
-%1%30%17%18%29%-%2%21%21%-%1%2%32%27%

Don't Know (DO NOT READ
-*****-*---*--*OUT)
-%1%*%*%1%*%-%1%-%-%-%1%-%-%*%

-497810-259-55620NET: High
-%57%72%54%69%73%-%46%43%58%-%56%52%95%66%

-*****--**--*-*NET: Low
-%6%3%2%3%4%-%-%3%2%-%-%4%-%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-119225317141745Unweighted total
-4-*714229111231Weighted total

----**-----*Very low
-%-%-%-%2%1%-%-%-%-%-%*%

---***--****Quite low
-%-%-%100%5%2%-%-%4%2%2%1%

-2--362*25610Neither low nor high
-%43%-%-%38%42%87%12%26%49%46%32%

-2--34*244412Quite high
-%57%-%-%37%26%9%88%46%36%33%39%

----14*-2128Very high
-%-%-%-%17%29%4%-%23%13%20%27%

Don't Know (DO NOT READ
----**--*--*OUT)
-%-%-%-%1%*%-%-%1%-%-%*%

-2--48*265620NET: High
-%57%-%-%54%55%13%88%70%48%52%66%

---***--****NET: Low
-%-%-%100%7%3%-%-%4%2%2%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
317230-174230443940374045Unweighted total
194119-152621302626242631Weighted total

-*-*--********Very low
-%3%-%1%-%-%*%1%*%*%*%*%*%*%

***---********Quite low
1%6%35%-%-%-%1%1%1%1%1%1%1%1%

34-5-8106101010101010Neither low nor high
14%89%-%24%-%52%38%27%33%38%38%41%38%32%

8**6-710101291081012Quite high
43%2%65%33%-%48%39%50%40%35%38%34%38%39%

8--8-*64775558Very high
42%-%-%42%-%1%21%21%25%25%21%23%21%27%

Don't Know (DO NOT READ
*--*--*-******OUT)
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

17**14-71615191615141520NET: High
85%2%65%75%-%48%60%71%65%60%59%57%59%66%

****--********NET: Low
1%9%35%1%-%-%2%2%2%1%2%2%2%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*a*b*a*baSignificance Level: 95%
1827242178325291663145Unweighted total
1515142135215181232531Weighted total

*-----*--**-*Very low
1%-%-%-%-%-%1%-%-%1%5%-%*%

-**--**-*-*-*Quite low
-%2%3%-%-%6%*%-%2%-%11%-%1%

64226*82272810Neither low nor high
36%28%15%94%46%3%38%36%13%60%83%30%32%

575-5353102-912Quite high
31%46%37%-%38%68%26%64%56%13%-%37%39%

536*217-53-88Very high
32%23%45%6%16%23%35%-%29%25%-%33%27%

Don't Know (DO NOT READ
*-*---*--**-*OUT)
*%-%*%-%-%-%*%-%-%*%2%-%*%

101011*74133155-1820NET: High
63%69%82%6%54%91%61%64%85%38%-%70%66%

***--**-***-*NET: Low
1%2%3%-%-%6%1%-%2%1%15%-%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-713313563945Unweighted total
1-4*11*1112331Weighted total

----*-----***Very low
-%-%-%-%11%-%-%-%-%-%6%3%*%

------------*Quite low
-%-%-%-%-%-%-%-%-%-%-%-%1%

--*--------*10Neither low nor high
-%-%1%-%-%-%-%-%-%-%-%1%32%

*-2*1***1*2212Quite high
15%-%48%100%89%4%100%4%96%18%94%61%39%

1-2--1-1*1-18Very high
85%-%51%-%-%96%-%96%4%78%-%33%27%

Don't Know (DO NOT READ
---------*-**OUT)
-%-%-%-%-%-%-%-%-%4%-%2%*%

1-4*11*1112320NET: High
100%-%99%100%89%100%100%100%100%96%94%94%66%

----*-----***NET: Low
-%-%-%-%11%-%-%-%-%-%6%3%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21533811214545Unweighted total
22352316*4231Weighted total

-------*---*Very low
-%-%-%-%-%-%-%2%-%-%-%*%

-----*-----*Quite low
-%-%-%-%-%13%-%-%-%-%-%1%

--2322-*--*10Neither low nor high
-%-%65%67%96%70%-%1%-%-%14%32%

*-12-*-2*4212Quite high
9%-%28%33%-%13%-%40%100%100%86%39%

22*-**13---8Very high
91%100%7%-%4%4%100%56%-%-%-%27%

Don't Know (DO NOT READ
-------*---*OUT)
-%-%-%-%-%-%-%1%-%-%-%*%

2212**15*4220NET: High
100%100%35%33%4%17%100%96%100%100%86%66%

-----*-*---*NET: Low
-%-%-%-%-%13%-%2%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 181  (continuation)                                                                                                                                                  Page 3178

The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
814131045Unweighted total
7107731Weighted total

--*-*Very low
-%-%2%-%*%

-*--*Quite low
-%4%-%-%1%

28**10Neither low nor high
27%75%1%5%32%

122712Quite high
15%19%34%95%39%

4*4-8Very high
59%2%63%-%27%

Don't Know (DO NOT READ
--*-*OUT)
-%-%1%-%*%

526720NET: High
73%21%97%95%66%

-**-*NET: Low
-%4%2%-%2%
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The quality of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
962732437142145Unweighted total
35*843*122731Weighted total

*--1-***-11Very low
1%-%-%13%-%13%78%8%-%4%5%

--*--*-**-*Quite low
-%-%79%-%-%12%-%18%12%-%1%

3---21***66Neither low nor high
88%-%-%-%49%22%22%35%19%20%21%

*1*411-*11011Quite high
9%25%21%46%27%42%-%30%54%36%37%

*2-31*-**910Very high
2%40%-%42%24%10%-%10%12%34%31%

Don't Know (DO NOT READ
-2---*--*22OUT)
-%35%-%-%-%2%-%-%3%6%6%

*3*722-*11921NET: High
11%65%21%87%51%52%-%40%66%69%68%

*-*1-1***12NET: Low
1%-%79%13%-%24%78%26%12%4%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6443123366322445Unweighted total
11128*1277122531Weighted total

*--1-*--*---11Very low
4%-%-%5%-%16%-%-%2%-%-%-%22%5%

--**-----*---*Quite low
-%-%14%1%-%-%-%-%-%19%-%-%-%1%

*--6--*2-112*6Neither low nor high
28%-%-%22%-%-%5%25%-%81%50%88%2%21%

1119*1*52--*-11Quite high
67%100%86%31%100%84%3%73%26%-%-%12%-%37%

---10--2*3-1-410Very high
-%-%-%34%-%-%92%1%46%-%50%-%76%31%

Don't Know (DO NOT READ
---2---*2----2OUT)
-%-%-%6%-%-%-%1%26%-%-%-%-%6%

11118*1255-1*421NET: High
67%100%86%66%100%84%95%74%72%-%50%12%76%68%

*-*2-*--**--12NET: Low
4%-%14%6%-%16%-%-%2%19%-%-%22%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
540172861-143-20145Unweighted total
6257245*-161-8131Weighted total

-11*---**-*11Very low
-%6%17%1%-%-%-%1%20%-%1%100%5%

-*-*---**---*Quite low
-%1%-%2%-%-%-%1%46%-%-%-%1%

15151--3*-2-6Neither low nor high
19%21%22%20%25%-%-%16%34%-%29%-%21%

29292*-4--5-11Quite high
31%38%28%39%34%100%-%26%-%-%67%-%37%

18272--7--*-10Very high
19%34%34%31%39%-%-%45%-%-%4%-%31%

Don't Know (DO NOT READ
2*-2*--2----2OUT)

31%*%-%7%1%-%-%11%-%-%-%-%6%

3184173*-12--6-21NET: High
50%72%62%69%73%100%-%71%-%-%71%-%68%

-211---**-*12NET: Low
-%7%17%3%-%-%-%2%66%-%1%100%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1832414445Unweighted total
1321613031Weighted total

1-*1*1Very low
8%-%2%100%1%5%

-**-**Quite low
-%6%2%-%1%1%

2-4-66Neither low nor high
15%-%28%-%21%21%

426-1111Quite high
29%94%36%-%38%37%

5-5-1010Very high
34%-%32%-%32%31%

Don't Know (DO NOT READ
2-*-22OUT)

13%-%*%-%6%6%

8211-2121NET: High
64%94%68%-%70%68%

1*1112NET: Low
8%6%4%100%3%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
19179540----14142645Unweighted total
12108228----*2101831Weighted total

*1--1------*11Very low
3%10%-%-%5%-%-%-%-%-%-%4%6%5%

-**-*-------**Quite low
-%3%1%-%1%-%-%-%-%-%-%-%2%1%

42*-6------436Neither low nor high
30%23%2%-%22%-%-%-%-%-%-%37%14%21%

533*11----**5611Quite high
44%27%37%22%38%-%-%-%-%100%20%49%32%37%

34328-----21710Very high
23%36%38%78%28%-%-%-%-%-%80%11%37%31%

Don't Know (DO NOT READ
-*2-2-------22OUT)
-%1%22%-%6%-%-%-%-%-%-%-%10%6%

876219----*261321NET: High
66%64%75%100%65%-%-%-%-%100%100%59%68%68%

*1*-2------*12NET: Low
3%13%1%-%6%-%-%-%-%-%-%4%8%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*baSignificance Level: 95%
---2-52633133233253045Unweighted total
---2-1162172019141631Weighted total

---*--*1*1***1Very low
-%-%-%6%-%-%2%7%4%7%2%3%2%5%

------*--*****Quite low
-%-%-%-%-%-%2%-%-%2%2%2%2%1%

---2-*35355436Neither low nor high
-%-%-%94%-%11%16%25%42%27%24%32%21%21%

-----1674877511Quite high
-%-%-%-%-%89%39%32%53%39%37%49%33%37%

------57*552510Very high
-%-%-%-%-%-%30%36%1%25%26%14%30%31%

Don't Know (DO NOT READ
------2--*2*22OUT)
-%-%-%-%-%-%11%-%-%*%9%*%11%6%

-----111144131291021NET: High
-%-%-%-%-%89%69%68%53%64%63%63%63%68%

---*--11*21112NET: Low
-%-%-%6%-%-%4%7%4%9%4%5%5%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-61269------13145Unweighted total
-*549------*2031Weighted total

-***--------11Very low
-%9%2%6%-%-%-%-%-%-%-%-%7%5%

--*-*-------**Quite low
-%-%5%-%1%-%-%-%-%-%-%-%2%1%

-*2*2-------56Neither low nor high
-%22%42%2%23%-%-%-%-%-%-%-%27%21%

-*34*------*811Quite high
-%68%49%92%3%-%-%-%-%-%-%100%39%37%

--*-5-------510Very high
-%-%1%-%54%-%-%-%-%-%-%-%25%31%

Don't Know (DO NOT READ
--*-2-------*2OUT)
-%-%1%-%19%-%-%-%-%-%-%-%*%6%

-*345------*1321NET: High
-%68%50%92%56%-%-%-%-%-%-%100%64%68%

-****-------22NET: Low
-%9%7%6%1%-%-%-%-%-%-%-%9%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
52820258321151121345Unweighted total
51413186*14*1112631Weighted total

-**1-*1-*1--1Very low
-%3%2%7%-%18%10%-%4%12%-%-%5%

-*-**------**Quite low
-%3%-%2%6%-%-%-%-%-%-%6%1%

13153*2--4*26Neither low nor high
25%24%10%28%52%82%15%-%-%34%5%26%21%

25472-5*142111Quite high
37%37%29%42%41%-%40%100%96%37%95%15%37%

*564--5--2-310Very high
1%33%46%21%-%-%36%-%-%17%-%52%31%

Don't Know (DO NOT READ
2*2**------*2OUT)

37%*%13%*%1%-%-%-%-%-%-%1%6%

21010112-10*162421NET: High
38%71%75%62%41%-%75%100%96%54%95%66%68%

-1*2**1-*1-*2NET: Low
-%5%2%9%6%18%10%-%4%12%-%6%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-82413239226181145Unweighted total
-612614621312631Weighted total

-****1***11Very low
-%4%3%4%*%22%3%3%*%21%5%

--*-*--****Quite low
-%-%3%-%3%-%-%3%1%4%1%

-3315*-34*6Neither low nor high
-%52%27%23%35%7%-%27%30%6%21%

-23252245211Quite high
-%44%28%38%40%39%97%29%44%38%37%

--3232-53210Very high
-%-%24%35%22%31%-%38%25%29%31%

Don't Know (DO NOT READ
--2--*-*-*2OUT)
-%-%15%-%-%1%-%*%-%1%6%

-26494298421NET: High
-%44%52%73%62%70%97%67%69%67%68%

-*1**1*1*22NET: Low
-%4%6%4%3%22%3%6%1%25%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-2121212227-72123-10191045Unweighted total
-813131113-51216-810631Weighted total

-**1**--1*--**1Very low
-%2%3%10%4%3%-%-%12%1%-%-%2%4%5%

-*****--**--*-*Quite low
-%5%2%2%2%3%-%-%3%2%-%-%3%-%1%

-33233-234-4426Neither low nor high
-%43%27%18%30%25%-%46%30%25%-%49%45%38%21%

-45755-247-45211Quite high
-%49%38%49%46%40%-%52%30%42%-%50%51%28%37%

--4324--35---210Very high
-%-%30%21%18%28%-%-%25%30%-%-%-%30%31%

Don't Know (DO NOT READ
-*****-*---*--2OUT)
-%1%*%*%1%*%-%1%-%-%-%1%-%-%6%

-49979-2612-45421NET: High
-%49%68%70%64%68%-%52%55%72%-%50%51%59%68%

-11211--21--**2NET: Low
-%7%5%12%6%6%-%-%15%3%-%-%4%4%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-119225317141745Unweighted total
-4-*714229111231Weighted total

----11***111Very low
-%-%-%-%17%10%10%12%3%10%11%5%

---***--****Quite low
-%-%-%100%5%2%-%-%4%2%2%1%

----332-*336Neither low nor high
-%-%-%-%45%21%82%-%5%29%27%21%

-4--25*244511Quite high
-%100%-%-%32%34%9%88%45%42%36%37%

-----5--42310Very high
-%-%-%-%-%33%-%-%43%17%23%31%

Don't Know (DO NOT READ
----**--*--2OUT)
-%-%-%-%1%*%-%-%1%-%-%6%

-4--29*286721NET: High
-%100%-%-%32%66%9%88%88%58%60%68%

---*22**1122NET: Low
-%-%-%100%22%12%10%12%7%12%13%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
317230-174230443940374045Unweighted total
194119-152621302626242631Weighted total

1*-1-*11111111Very low
7%3%-%6%-%2%6%7%5%6%6%6%6%5%

***---********Quite low
1%6%35%-%-%-%1%1%1%1%1%1%1%1%

32-5-664646566Neither low nor high
16%48%-%26%-%39%24%21%21%16%24%21%24%21%

72*5-7117111111111111Quite high
36%43%65%26%-%44%43%36%38%40%43%44%43%37%

8--8-2769877710Very high
40%-%-%41%-%14%26%28%29%30%25%27%25%31%

Don't Know (DO NOT READ
*--*--*222***2OUT)
*%-%-%*%-%-%*%8%6%7%*%*%*%6%

152*13-91813201818171821NET: High
77%43%65%67%-%59%69%63%67%70%69%71%69%68%

1**1-*22222222NET: Low
7%9%35%6%-%2%7%8%6%7%7%7%7%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*a*b*a*baSignificance Level: 95%
1827242178325291663145Unweighted total
1515142135215181232531Weighted total

*11-**1*1**11Very low
1%9%8%-%2%1%6%5%6%3%14%4%5%

-**--**-*-*-*Quite low
-%2%3%-%-%6%*%-%2%-%11%-%1%

244-232151*46Neither low nor high
14%27%29%-%17%64%11%21%28%9%4%18%21%

56425110*742811Quite high
32%41%31%100%38%23%46%10%38%34%69%33%37%

634-6*8237-1010Very high
41%21%28%-%43%6%37%32%17%53%-%38%31%

Don't Know (DO NOT READ
2-*---*22**22OUT)

12%-%*%-%-%-%*%33%9%*%2%7%6%

11982111172101121821NET: High
74%62%59%100%81%29%83%41%55%87%69%71%68%

*21-**1*1*112NET: Low
1%11%11%-%2%7%6%5%8%3%25%4%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-713313563945Unweighted total
1-4*11*1112331Weighted total

--*-*-----**1Very low
-%-%1%-%11%-%-%-%-%-%6%5%5%

------------*Quite low
-%-%-%-%-%-%-%-%-%-%-%-%1%

--2-1---1-226Neither low nor high
-%-%47%-%84%-%-%-%77%-%94%58%21%

*-1*******-*11Quite high
15%-%26%100%5%4%100%4%19%18%-%3%37%

1-1--1-1*1-110Very high
85%-%26%-%-%96%-%96%4%78%-%33%31%

Don't Know (DO NOT READ
---------*-*2OUT)
-%-%-%-%-%-%-%-%-%4%-%2%6%

1-2**1*1*1-121NET: High
100%-%52%100%5%100%100%100%23%96%-%36%68%

--*-*-----**2NET: Low
-%-%1%-%11%-%-%-%-%-%6%5%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21533811214545Unweighted total
22352316*4231Weighted total

-----*1*---1Very low
-%-%-%-%-%8%100%3%-%-%-%5%

-----*-----*Quite low
-%-%-%-%-%13%-%-%-%-%-%1%

*-*-2*-2-2*6Neither low nor high
9%-%4%-%76%7%-%36%-%45%4%21%

--151*-1*2111Quite high
-%-%31%100%24%4%-%24%100%55%24%37%

222--2-2---10Very high
91%100%65%-%-%68%-%37%-%-%-%31%

Don't Know (DO NOT READ
-------*--22OUT)
-%-%-%-%-%-%-%1%-%-%72%6%

223512-3*2121NET: High
91%100%96%100%24%71%-%60%100%55%24%68%

-----11*---2NET: Low
-%-%-%-%-%21%100%3%-%-%-%6%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 182  (continuation)                                                                                                                                                  Page 3194

The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
814131045Unweighted total
7107731Weighted total

-*1-1Very low
-%2%18%-%5%

-*--*Quite low
-%4%-%-%1%

*2226Neither low nor high
4%20%30%28%21%

161311Quite high
13%55%20%47%37%

622-10Very high
83%18%31%-%31%

Don't Know (DO NOT READ
--*22OUT)
-%-%1%25%6%

683321NET: High
96%74%51%47%68%

-11-2NET: Low
-%6%18%-%6%
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The price of the postal services provided by TNT Express in the last 12 months (QOP4. 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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--2-2-1124Unweighted total
*--1-*-**11Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Quite high
-%-%-%-%-%48%-%-%100%-%12%

*--1-*-*-11Very high
100%-%-%100%-%52%-%100%-%100%88%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*--1-*-**11NET: High
100%-%-%100%-%100%-%100%100%100%100%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 183                                                                                                                                                                  Page 3196

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-12--11-----4Unweighted total
*-**--**-----1Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*--*------*Quite high
-%-%-%48%-%-%100%-%-%-%-%-%-%12%

*-**---*-----1Very high
100%-%100%52%-%-%-%100%-%-%-%-%-%88%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-**--**-----1NET: High
100%-%100%100%-%-%100%100%-%-%-%-%-%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-43111-1--1-4Unweighted total
-11***-*--*-1Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**-------*-*Quite high
-%12%17%-%-%-%-%-%-%-%100%-%12%

-11***-*----1Very high
-%88%83%100%100%100%-%100%-%-%-%-%88%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11***-*--*-1NET: High
-%100%100%100%100%100%-%100%-%-%100%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2-2-44Unweighted total
*-1-11Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

------Neither low nor high
-%-%-%-%-%-%

*---**Quite high
30%-%-%-%12%12%

*-1-11Very high
70%-%100%-%88%88%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-1-11NET: High
100%-%100%-%100%100%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
31-131-----214Unweighted total
1*-*1*-----**1Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*-*-------*Quite high
23%-%-%100%-%100%-%-%-%-%-%-%-%12%

**--1------**1Very high
77%100%-%-%100%-%-%-%-%-%-%100%100%88%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-*1*-----**1NET: High
100%100%-%100%100%100%-%-%-%-%-%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-1---24224444Unweighted total
*-*---11**1111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------*******Quite high
100%-%-%-%-%-%-%12%30%30%12%12%12%12%

--*---11**1111Very high
-%-%100%-%-%-%100%88%70%70%88%88%88%88%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---11**1111NET: High
100%-%100%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-31--1-1----14Unweighted total
-1*--*-*----*1Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---*-*-----*Quite high
-%23%-%-%-%100%-%100%-%-%-%-%-%12%

-**---------*1Very high
-%77%100%-%-%-%-%-%-%-%-%-%100%88%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*--*-*----*1NET: High
-%100%100%-%-%100%-%100%-%-%-%-%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 183  (continuation)                                                                                                                                                  Page 3202

The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
4-4--11-11--4Unweighted total
1-1--**-**--1Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*--*--*---*Quite high
12%-%12%-%-%100%-%-%100%-%-%-%12%

1-1---*--*--1Very high
88%-%88%-%-%-%100%-%-%100%-%-%88%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--**-**--1NET: High
100%-%100%-%-%100%100%-%100%100%-%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1421121114Unweighted total
-*1*******1Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

-----------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%

-***-**--**Quite high
-%100%12%48%-%100%48%-%-%100%12%

--1**-***-1Very high
-%-%88%52%100%-%52%100%100%-%88%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1*******1NET: High
-%100%100%100%100%100%100%100%100%100%100%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-32233-121-1424Unweighted total
-1**11-***-*1*1Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*****-***-****Quite high
-%23%48%30%23%23%-%100%30%100%-%100%12%48%12%

-*****--*---1*1Very high
-%77%52%70%77%77%-%-%70%-%-%-%88%52%88%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-***-*1*1NET: High
-%100%100%100%100%100%-%100%100%100%-%100%100%100%100%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---132--11-4Unweighted total
---*1*--**-1Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%

----**--*--*Quite high
-%-%-%-%23%48%-%-%100%-%-%12%

---***---*-1Very high
-%-%-%100%77%52%-%-%-%100%-%88%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---*1*--**-1NET: High
-%-%-%100%100%100%-%-%100%100%-%100%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
12-3-131434444Unweighted total
**-1-*1*111111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*********Quite high
-%30%-%23%-%100%14%100%12%17%12%12%12%12%

**-*--1-111111Very high
100%70%-%77%-%-%86%-%88%83%88%88%88%88%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-*1*111111NET: High
100%100%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
132111214--44Unweighted total
*11***1*1--11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*--**--**Quite high
-%17%-%-%100%-%-%100%12%-%-%12%12%

*11*-*1-1--11Very high
100%83%100%100%-%100%100%-%88%-%-%88%88%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*11***1*1--11NET: High
100%100%100%100%100%100%100%100%100%-%-%100%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------4Unweighted total
------------1Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Quite high
-%-%-%-%-%-%-%-%-%-%-%-%12%

------------1Very high
-%-%-%-%-%-%-%-%-%-%-%-%88%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1NET: High
-%-%-%-%-%-%-%-%-%-%-%-%100%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Jul' 2018Jun' 2018Jan' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
1121124Unweighted total
**1**11Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

-------Neither low nor high
-%-%-%-%-%-%-%

--*--**Quite high
-%-%21%-%-%21%12%

******1Very high
100%100%79%100%100%79%88%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

**1**11NET: High
100%100%100%100%100%100%100%

-------NET: Low
-%-%-%-%-%-%-%
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The quality of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--2-2-1124Unweighted total
*--1-*-**11Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---*-----**Neither low nor high
-%-%-%63%-%-%-%-%-%63%47%

-----*--*-*Quite high
-%-%-%-%-%48%-%-%100%-%12%

*--*-*-*-**Very high
100%-%-%37%-%52%-%100%-%37%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*--*-*-***1NET: High
100%-%-%37%-%100%-%100%100%37%53%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-12--11-----4Unweighted total
*-**--**-----1Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*------------*Neither low nor high
100%-%-%-%-%-%-%-%-%-%-%-%-%47%

---*--*------*Quite high
-%-%-%48%-%-%100%-%-%-%-%-%-%12%

--**---*-----*Very high
-%-%100%52%-%-%-%100%-%-%-%-%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--**-----1NET: High
-%-%100%100%-%-%100%100%-%-%-%-%-%53%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-43111-1--1-4Unweighted total
-11***-*--*-1Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*------*Neither low nor high
-%47%65%-%-%100%-%-%-%-%-%-%47%

-**-------*-*Quite high
-%12%17%-%-%-%-%-%-%-%100%-%12%

-****--*----*Very high
-%41%18%100%100%-%-%100%-%-%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1***--*--*-1NET: High
-%53%35%100%100%-%-%100%-%-%100%-%53%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Table 184  (continuation)                                                                                                                                                  Page 3213

The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2-2-44Unweighted total
*-1-11Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

--*-**Neither low nor high
-%-%78%-%47%47%

*---**Quite high
30%-%-%-%12%12%

*-*-**Very high
70%-%22%-%41%41%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-*-11NET: High
100%-%22%-%53%53%

------NET: Low
-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
31-131-----214Unweighted total
1*-*1*-----**1Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-------**Neither low nor high
-%100%-%-%53%-%-%-%-%-%-%-%100%47%

*--*-*-------*Quite high
23%-%-%100%-%100%-%-%-%-%-%-%-%12%

*---*------*-*Very high
77%-%-%-%47%-%-%-%-%-%-%100%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--***-----*-1NET: High
100%-%-%100%47%100%-%-%-%-%-%100%-%53%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-1---24224444Unweighted total
*-*---11**1111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------**--****Neither low nor high
-%-%-%-%-%-%78%47%-%-%47%47%47%47%

*------*******Quite high
100%-%-%-%-%-%-%12%30%30%12%12%12%12%

--*---********Very high
-%-%100%-%-%-%22%41%70%70%41%41%41%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---*1**1111NET: High
100%-%100%-%-%-%22%53%100%100%53%53%53%53%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-31--1-1----14Unweighted total
-1*--*-*----*1Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*----------*Neither low nor high
-%-%100%-%-%-%-%-%-%-%-%-%-%47%

-*---*-*-----*Quite high
-%23%-%-%-%100%-%100%-%-%-%-%-%12%

-*----------**Very high
-%77%-%-%-%-%-%-%-%-%-%-%100%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---*-*----*1NET: High
-%100%-%-%-%100%-%100%-%-%-%-%100%53%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
4-4--11-11--4Unweighted total
1-1--**-**--1Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*Neither low nor high
47%-%47%-%-%-%-%-%-%-%-%-%47%

*-*--*--*---*Quite high
12%-%12%-%-%100%-%-%100%-%-%-%12%

*-*---*--*--*Very high
41%-%41%-%-%-%100%-%-%100%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--**-**--1NET: High
53%-%53%-%-%100%100%-%100%100%-%-%53%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1421121114Unweighted total
-*1*******1Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--*-------*Neither low nor high
-%-%47%-%-%-%-%-%-%-%47%

-***-**--**Quite high
-%100%12%48%-%100%48%-%-%100%12%

--***-***-*Very high
-%-%41%52%100%-%52%100%100%-%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1*******1NET: High
-%100%53%100%100%100%100%100%100%100%53%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-32233-121-1424Unweighted total
-1**11-***-*1*1Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*-*Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%47%-%47%

-*****-***-****Quite high
-%23%48%30%23%23%-%100%30%100%-%100%12%48%12%

-*****--*---***Very high
-%77%52%70%77%77%-%-%70%-%-%-%41%52%41%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-***-*1*1NET: High
-%100%100%100%100%100%-%100%100%100%-%100%53%100%53%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---132--11-4Unweighted total
---*1*--**-1Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%47%

----**--*--*Quite high
-%-%-%-%23%48%-%-%100%-%-%12%

---***---*-*Very high
-%-%-%100%77%52%-%-%-%100%-%41%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---*1*--**-1NET: High
-%-%-%100%100%100%-%-%100%100%-%53%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
12-3-131434444Unweighted total
**-1-*1*111111Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*-******Neither low nor high
-%-%-%-%-%-%54%-%47%65%47%47%47%47%

-*-*-*********Quite high
-%30%-%23%-%100%14%100%12%17%12%12%12%12%

**-*--*-******Very high
100%70%-%77%-%-%32%-%41%18%41%41%41%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-***1*1111NET: High
100%100%-%100%-%100%46%100%53%35%53%53%53%53%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
132111214--44Unweighted total
*11***1*1--11Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-**---*-*--**Neither low nor high
-%65%63%-%-%-%63%-%47%-%-%47%47%

-*--*--**--**Quite high
-%17%-%-%100%-%-%100%12%-%-%12%12%

****-**-*--**Very high
100%18%37%100%-%100%37%-%41%-%-%41%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

********1--11NET: High
100%35%37%100%100%100%37%100%53%-%-%53%53%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------4Unweighted total
------------1Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%47%

------------*Quite high
-%-%-%-%-%-%-%-%-%-%-%-%12%

------------*Very high
-%-%-%-%-%-%-%-%-%-%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1NET: High
-%-%-%-%-%-%-%-%-%-%-%-%53%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Jul' 2018Jun' 2018Jan' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
1121124Unweighted total
**1**11Weighted total

-------Very low
-%-%-%-%-%-%-%

-------Quite low
-%-%-%-%-%-%-%

--*--**Neither low nor high
-%-%79%-%-%79%47%

--*--**Quite high
-%-%21%-%-%21%12%

**-**-*Very high
100%100%-%100%100%-%41%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

******1NET: High
100%100%21%100%100%21%53%

-------NET: Low
-%-%-%-%-%-%-%
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The price of the postal services provided by Whistl (Previously known as TNT Post) in the last 12 months (QOP4. 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 those who use Whistl (QV4=15)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2352544567572444161236Unweighted total

722048648135200209Weighted total

----2----22Very low
-%-%-%-%3%-%-%-%-%1%1%

----**-*-**Quite low
-%-%-%-%*%2%-%5%-%*%*%

22*361-112122Neither low nor high
28%79%2%7%9%15%-%22%14%10%11%

2*314163*125860Quite high
31%10%17%30%25%32%38%28%33%29%29%

3*1530384113117121Very high
41%11%76%63%60%51%62%44%52%58%58%

Don't Know (DO NOT READ
--1-2----33OUT)
-%-%5%-%3%-%-%-%-%1%1%

5*1844547124175182NET: High
72%21%92%93%85%83%100%72%86%87%87%

----2*-*-22NET: Low
-%-%-%-%3%2%-%5%-%1%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*gf*e*dc*b*aSignificance Level: 95%
243125156918173315333523236Unweighted total

61171851325244415330329209Weighted total

---2-----2---2Very low
-%-%-%1%-%-%-%-%-%63%-%-%-%1%

-*-*-----*---*Quite low
-%3%-%*%-%-%-%-%-%5%-%-%-%*%

1**20*256*142122Neither low nor high
22%5%3%11%1%8%20%13%1%32%12%55%4%11%

23254386105-121960Quite high
34%29%22%29%22%33%23%24%31%-%40%36%32%29%

2751071015122810-13*19121Very high
44%64%75%58%77%60%52%63%68%-%42%10%65%58%

Don't Know (DO NOT READ
---3--1---2--3OUT)
-%-%-%2%-%-%4%-%-%-%6%-%-%1%

41071601223183815-25228182NET: High
78%93%97%87%99%92%75%87%99%-%82%45%96%87%

-*-2-----2---2NET: Low
-%3%-%1%-%-%-%-%-%68%-%-%-%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
33203611756581088166393236Unweighted total
2818146163666582112341209Weighted total

-22----2----2Very low
-%1%4%-%-%-%-%2%-%-%-%-%1%

a

-*-**--*----*Quite low
-%*%-%*%*%-%-%*%-%-%-%-%*%

-225174*211*-5122Neither low nor high
-%12%10%11%6%2%35%13%1%-%14%67%11%

b

85211501732215*10-60Quite high
30%29%23%31%26%53%45%26%46%14%28%-%29%

1710428934531476218*121Very high
63%57%60%57%68%46%20%57%53%86%53%33%58%

Don't Know (DO NOT READ
2112---1--2-3OUT)
7%1%2%1%-%-%-%1%-%-%5%-%1%

a

261563914362636811227*182NET: High
93%86%84%88%94%98%65%83%99%100%81%33%87%

-22**--2----2NET: Low
-%1%4%*%*%-%-%3%-%-%-%-%1%

a
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
903011211225236Unweighted total
782310313196209Weighted total

---2-2Very low
-%-%-%14%-%1%

*---**Quite low
1%-%-%-%*%*%

641022022Neither low nor high
7%17%10%15%10%11%

2273135760Quite high
28%33%30%27%29%29%

4811606116121Very high
62%50%58%44%59%58%

Don't Know (DO NOT READ
1-2-33OUT)
1%-%2%-%1%1%

7019919173182NET: High
91%83%88%71%88%87%

*--2*2NET: Low
1%-%-%14%*%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
111804527209--3141984125236Unweighted total

82804713195--1*21069127209Weighted total

--2-2-------22Very low
-%-%4%-%1%-%-%-%-%-%-%-%1%1%

c

*---*------*-*Quite low
1%-%-%-%*%-%-%-%-%-%-%1%-%*%

878121--*-**71422Neither low nor high
9%8%16%4%11%-%-%41%-%3%2%11%11%11%

242611358--*--2213760Quite high
29%32%23%20%30%-%-%59%-%-%22%31%29%29%

47482710111---*283774121Very high
57%60%57%77%57%-%-%-%100%97%76%54%59%58%

Don't Know (DO NOT READ
3---3------3-3OUT)
4%-%-%-%1%-%-%-%-%-%-%4%-%1%

a

71733713169--**21058111182NET: High
87%92%80%96%86%-%-%59%100%97%98%85%87%87%

*-2-2------*22NET: Low
1%-%4%-%1%-%-%-%-%-%-%1%1%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3-471112916582150154112141236Unweighted total
-2-1511101335712211983107209Weighted total

-------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

------**-*****Quite low
-%-%-%-%-%-%*%*%-%*%*%*%*%*%

----1171461285822Neither low nor high
-%-%-%-%13%46%6%11%11%10%7%6%7%11%

-*-1*-3640183737223460Quite high
-%6%-%52%1%-%33%30%31%30%31%27%32%29%

-2-14164773070725462121Very high
-%94%-%48%86%54%58%58%52%57%60%65%58%58%

Don't Know (DO NOT READ
------31333133OUT)
-%-%-%-%-%-%3%1%5%2%2%1%3%1%

f

-2-141100117481071097796182NET: High
-%100%-%100%87%54%91%88%84%88%91%92%90%87%

------**-****2NET: Low
-%-%-%-%-%-%*%*%-%*%*%*%*%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-413840351-1-3410132236Unweighted total
-20382932*-*-435110209Weighted total

-------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

-*----------**Quite low
-%1%-%-%-%-%-%-%-%-%-%-%*%*%

-1223------*1222Neither low nor high
-%3%5%7%11%-%-%-%-%-%-%6%11%11%

-591211*-*--*33360Quite high
-%26%24%40%33%100%-%100%-%-%9%51%31%29%

-13271418----23263121Very high
-%65%71%47%56%-%-%-%-%51%91%42%58%58%

b

Don't Know (DO NOT READ
-1-2-----2--13OUT)
-%5%-%6%-%-%-%-%-%49%-%-%1%1%

-18362529*-*-23597182NET: High
-%91%95%87%89%100%-%100%-%51%100%94%88%87%

-*----------*2NET: Low
-%1%-%-%-%-%-%-%-%-%-%-%*%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

baba*c*ba*edcbaSignificance Level: 95%
3811614194228120439433133236Unweighted total
269312483143105326422625209Weighted total

---2--------2Very low
-%-%-%2%-%-%-%-%-%-%-%-%1%

-****-----*-*Quite low
-%*%*%*%1%-%-%-%-%-%1%-%*%

44166**12226*222Neither low nor high
16%4%13%7%1%4%11%73%6%15%1%8%11%

ab

73033273*33187111160Quite high
28%32%26%32%25%11%31%27%31%15%42%42%29%

cc

1457764610258-15291313121Very high
56%61%61%55%74%85%55%-%59%69%50%50%58%

Don't Know (DO NOT READ
-3-3--3-1-2-3OUT)
-%3%-%3%-%-%3%-%4%-%7%-%1%

b

22871087214391123362423182NET: High
84%93%87%87%98%96%86%27%90%85%92%92%87%

-**2*-----*-2NET: Low
-%*%*%2%1%-%-%-%-%-%1%-%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1321275511337201088538236Unweighted total
2159538942810896930209Weighted total

----------2Very low
-%-%-%-%-%-%-%-%-%-%1%

-****--**-*Quite low
-%1%*%*%*%-%-%*%*%-%*%

-181111*47122Neither low nor high
-%7%8%3%12%5%1%4%10%4%11%

2728182512130171560Quite high
100%45%29%47%27%42%6%33%25%51%29%

bb

-7571956149534313121Very high
-%48%59%50%60%50%93%59%63%42%58%

a

Don't Know (DO NOT READ
--3-21-3213OUT)
-%-%3%-%2%4%-%3%3%4%1%

2148537812610826028182NET: High
100%93%89%97%86%92%99%93%87%92%87%

-****--**-2NET: Low
-%1%*%*%*%-%-%*%*%-%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
48591778911233788116-289749236Unweighted total
163695769894296694-107032209Weighted total

--------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

--****--**-****Quite low
-%-%*%*%*%*%-%-%*%*%-%1%*%*%*%

-31113-1510-15122Neither low nor high
-%5%1%3%1%4%-%4%8%11%-%5%7%3%11%

*2124221928272231-3181360Quite high
12%34%35%39%28%32%49%26%33%33%-%25%25%40%29%

136433048542203653-74618121Very high
88%56%63%53%69%61%51%70%54%56%-%69%66%57%58%

c

Don't Know (DO NOT READ
-31313--3---1-3OUT)
-%5%2%5%2%3%-%-%4%-%-%-%2%-%1%

a

157675267834285884-106431182NET: High
100%90%97%92%97%93%100%96%87%89%-%93%91%97%87%

--****--**-***2NET: Low
-%-%*%*%*%*%-%-%*%*%-%1%*%*%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
572680921521654461236Unweighted total
57*66069715423043209Weighted total

-----------2Very low
-%-%-%-%-%-%-%-%-%-%-%1%

-----*--*-**Quite low
-%-%-%-%-%*%-%-%*%-%*%*%

---*321-1*122Neither low nor high
-%-%-%2%5%3%14%-%2%1%3%11%

2**32221221491060Quite high
32%7%26%50%37%31%24%15%34%28%23%29%

37*33243513271831121Very high
68%93%74%48%53%62%62%85%64%61%72%58%

Don't Know (DO NOT READ
----33---313OUT)
-%-%-%-%5%4%-%-%-%10%2%1%

c

57*65465615412740182NET: High
100%100%100%98%90%93%86%100%98%89%94%87%

-----*--*-*2NET: Low
-%-%-%-%-%*%-%-%*%-%*%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
125345141376216161229205215181211236Unweighted total
101333120453186142204174184147179209Weighted total

2--2--2-222-22Very low
2%-%-%2%-%-%1%-%1%1%1%-%1%1%

**-*-*********Quite low
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

82-10-32215221822132022Neither low nor high
8%6%-%8%-%5%12%10%11%11%12%9%11%11%

2711135*185341594552495260Quite high
27%34%32%29%4%34%29%29%29%26%28%33%29%29%

60192704321058511810610583102121Very high
60%59%68%58%96%61%57%60%58%61%57%56%57%58%

Don't Know (DO NOT READ
3--3--31333333OUT)
3%-%-%2%-%-%2%1%1%2%2%2%2%1%

88303105450158126177151157132154182NET: High
87%93%100%88%100%95%85%88%87%87%85%89%86%87%

b

2*-2-*2*222*22NET: Low
2%*%-%2%-%*%1%*%1%1%1%*%1%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
112124102319830148571835310197236Unweighted total
10210690318523140451624710170209Weighted total

-2--22--2-2-2Very low
-%2%-%-%2%8%-%-%1%-%18%-%1%

ab

-*--*--*-****Quite low
-%*%-%-%*%-%-%1%-%1%1%*%*%

71578611658134622Neither low nor high
7%14%8%27%7%3%12%11%5%29%38%4%11%

acb

33272912183497421815160Quite high
32%26%32%39%21%13%35%17%26%39%9%30%29%

aac

6062511158177331106153110121Very high
58%58%57%34%69%76%52%69%66%31%34%65%58%

bbbba

Don't Know (DO NOT READ
3-3---213--33OUT)
3%-%3%-%-%-%1%2%2%-%-%2%1%

93898023762012238148334161182NET: High
91%84%89%73%90%89%87%85%92%71%43%94%87%

bba

-2--22-*2*2*2NET: Low
-%2%-%-%3%8%-%1%1%1%20%*%1%

b
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*baSignificance Level: 95%
114211110168161223831236Unweighted total

7187563549313209Weighted total

------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%1%

--*---------*Quite low
-%-%4%-%-%-%-%-%-%-%-%-%*%

1-*****1*1**22Neither low nor high
16%-%2%1%1%2%2%22%1%14%2%2%11%

2-413222442660Quite high
30%-%56%17%63%33%73%39%92%48%61%48%29%

31352412*317121Very high
53%100%38%82%36%65%25%39%7%38%37%51%58%

Don't Know (DO NOT READ
------------3OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

5177563447313182NET: High
84%100%94%99%99%98%98%78%99%86%98%98%87%

--*---------2NET: Low
-%-%4%-%-%-%-%-%-%-%-%-%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
1218191819232311508926236Unweighted total
19241818141718723131324209Weighted total

2-----------2Very low
9%-%-%-%-%-%-%-%-%-%-%-%1%

-----*--*---*Quite low
-%-%-%-%-%1%-%-%1%-%-%-%*%

2244*111122222Neither low nor high
9%8%21%22%2%5%7%15%6%14%14%9%11%

49*267618421160Quite high
20%36%2%9%43%40%34%19%37%30%17%46%29%

1213121389104137911121Very high
61%56%67%70%56%54%59%51%56%56%69%45%58%

Don't Know (DO NOT READ
--2----1----3OUT)
-%-%10%-%-%-%-%15%-%-%-%-%1%

16221214141616521111122182NET: High
81%92%69%78%98%94%93%71%93%86%86%91%87%

2----*--*---2NET: Low
9%-%-%-%-%1%-%-%1%-%-%-%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
49608443236Unweighted total
61494850209Weighted total

2---2Very low
3%-%-%-%1%

-**-*Quite low
-%*%1%-%*%

754622Neither low nor high
12%10%7%12%11%

1314161760Quite high
21%29%33%34%29%

37302727121Very high
61%60%57%54%58%

Don't Know (DO NOT READ
2-1-3OUT)
3%-%2%-%1%

50444344182NET: High
82%90%90%88%87%

2**-2NET: Low
3%*%1%-%1%
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The quality of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st)
on each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2352544567572444161236Unweighted total

722048648135200209Weighted total

--*-2*--*22Very low
-%-%2%-%3%3%-%-%6%1%1%

a

--2-21***56Quite low
-%-%9%-%3%8%26%4%6%2%3%

2*39112-113335Neither low nor high
30%10%13%19%17%21%-%28%21%17%17%

32416253*117174Quite high
37%79%18%34%40%31%47%36%25%36%35%

2*1022213*128083Very high
33%11%53%46%33%34%27%31%37%40%40%

Don't Know (DO NOT READ
--1-3*-**99OUT)
-%-%5%-%5%3%-%2%5%4%4%

521439465123152157NET: High
70%90%71%81%72%65%74%66%62%76%75%

--2-41**178NET: Low
-%-%11%-%6%11%26%4%12%3%4%

aa
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*gf*e*dc*b*aSignificance Level: 95%
243125156918173315333523236Unweighted total

61171851325244415330329209Weighted total

-*-2----*2---2Very low
-%1%-%1%-%-%-%-%1%63%-%-%-%1%

**-5-2-2--1*-6Quite low
2%3%-%3%-%9%-%4%-%-%4%5%-%3%

221312836-*4-835Neither low nor high
34%14%15%17%15%31%12%14%-%5%12%-%29%17%

232674910169-101874Quite high
27%29%33%36%35%36%41%37%60%-%32%36%26%35%

2547364820611421283Very high
37%42%52%39%50%16%35%45%38%32%47%59%40%40%

Don't Know (DO NOT READ
-1-8-23---2-19OUT)
-%10%-%4%-%8%12%-%-%-%6%-%5%4%

4861401113183615124319157NET: High
64%72%85%75%85%52%76%82%99%32%78%95%67%75%

**-7-2-2*21*-8NET: Low
2%4%-%4%-%9%-%4%1%63%4%5%-%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
33203611756581088166393236Unweighted total
2818146163666582112341209Weighted total

-22*--*2--*-2Very low
-%1%4%*%-%-%2%2%-%-%1%-%1%

a

142421-1--2-6Quite low
4%2%4%2%2%19%-%1%-%-%6%-%3%

5317286-221**5*35Neither low nor high
17%17%15%17%9%-%38%26%3%24%15%56%17%

h

37117572712294*8*74Quite high
12%39%37%35%42%18%43%35%38%14%24%11%35%

b

146916673041266115*83Very high
50%38%34%41%45%63%17%31%54%62%44%33%40%

Don't Know (DO NOT READ
54361--41-4-9OUT)

17%2%6%4%2%-%-%4%6%-%11%-%4%

ah

171403312457535510223*157NET: High
62%77%71%76%87%81%60%67%91%76%68%44%75%

be

174421*3--2-8NET: Low
4%4%8%2%2%19%2%3%-%-%6%-%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
903011211225236Unweighted total
782310313196209Weighted total

--*2*2Very low
-%-%*%14%*%1%

23*-66Quite low
3%12%*%-%3%3%

a

981743135Neither low nor high
12%34%16%34%16%17%

ac

2774117374Quite high
35%28%39%8%37%35%

3664047983Very high
47%25%39%30%40%40%

b

Don't Know (DO NOT READ
3*5279OUT)
4%1%5%13%4%4%

6312805152157NET: High
82%53%78%38%78%75%

bb

231268NET: Low
3%12%1%14%3%4%

a
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
111804527209--3141984125236Unweighted total

82804713195--1*21069127209Weighted total

*-2*2-----**22Very low
*%-%4%1%1%-%-%-%-%-%1%*%1%1%

15-*5-----*156Quite low
1%6%-%3%3%-%-%-%-%-%4%1%4%3%

121211233--*-2*102335Neither low nor high
15%15%23%18%17%-%-%41%-%93%2%15%18%17%

253613371--*-*3224974Quite high
30%45%29%23%36%-%-%59%-%3%26%32%39%35%

c

412616776---**7334283Very high
49%33%35%55%39%-%-%-%100%5%67%48%33%40%

ba

Don't Know (DO NOT READ
315*9-----*369OUT)
4%2%10%*%5%-%-%-%-%-%1%4%5%4%

b

65623010147--***105592157NET: High
80%77%63%78%75%-%-%59%100%7%92%80%72%75%

a

15217-----1168NET: Low
2%6%4%4%4%-%-%-%-%-%5%1%5%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3-471112916582150154112141236Unweighted total
-2-1511101335712211983107209Weighted total

------*******2Very low
-%-%-%-%-%-%*%*%*%*%*%*%*%1%

-----*33233326Quite low
-%-%-%-%-%9%3%2%3%2%3%4%2%3%

---11*11258201371135Neither low nor high
-%-%-%52%13%16%10%19%14%16%11%9%11%17%

abc

-*--*15147244152334674Quite high
-%6%-%-%3%46%46%35%43%33%43%39%43%35%

-2-14*4255205549394483Very high
-%94%-%48%84%29%38%42%35%45%41%46%41%40%

Don't Know (DO NOT READ
------32333139OUT)
-%-%-%-%-%-%3%2%5%3%3%2%3%4%

-2-1419210245961007190157NET: High
-%100%-%48%87%76%84%77%78%79%84%86%84%75%

-----*33234428NET: Low
-%-%-%-%-%9%3%2%3%2%3%4%2%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-413840351-1-3410132236Unweighted total
-20382932*-*-435110209Weighted total

---**-------*2Very low
-%-%-%*%1%-%-%-%-%-%-%-%*%1%

-*1*2-----*-26Quite low
-%1%3%1%5%-%-%-%-%-%6%-%2%3%

-3621*-*-2*21635Neither low nor high
-%16%16%8%3%100%-%100%-%50%3%37%15%17%

-6141517-----2*3974Quite high
-%29%37%52%52%-%-%-%-%-%60%5%35%35%

dd

-1017913----*135183Very high
-%49%44%33%39%-%-%-%-%1%31%57%47%40%

Don't Know (DO NOT READ
-1*2-----2-*19OUT)
-%5%1%6%-%-%-%-%-%49%-%1%1%4%

-16312529----*3390157NET: High
-%78%81%85%91%-%-%-%-%1%91%62%82%75%

-*1*2-----*-38NET: Low
-%1%3%1%6%-%-%-%-%-%6%-%2%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

baba*c*ba*edcbaSignificance Level: 95%
3811614194228120439433133236Unweighted total
269312483143105326422625209Weighted total

-**2--*----*2Very low
-%*%*%2%-%-%*%-%-%-%-%1%1%

1224--3-*2-*6Quite low
4%2%1%4%-%-%2%-%1%5%-%*%3%

21022132*18*844535Neither low nor high
8%11%18%16%17%8%17%11%31%9%13%19%17%

c

84437366134*51951074Quite high
30%47%30%43%40%44%32%18%21%45%21%41%35%

bbd

15345726614821117151083Very high
56%36%46%31%43%48%46%71%42%41%59%39%40%

aa

Don't Know (DO NOT READ
*363--3-1*2-9OUT)
1%3%5%3%-%-%3%-%5%*%7%-%4%

2278946211382216372120157NET: High
86%83%76%74%83%92%78%89%63%86%80%80%75%

d

1226--3-*2-*8NET: Low
4%3%2%7%-%-%3%-%1%5%-%1%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1321275511337201088538236Unweighted total
2159538942810896930209Weighted total

--***--**-2Very low
-%-%*%*%*%-%-%*%*%-%1%

-*2**2-22*6Quite low
-%2%2%1%*%8%-%2%3%1%3%

b

-1114164*1110535Neither low nor high
-%9%12%10%17%16%1%12%14%15%17%

2642153011540231474Quite high
100%43%44%40%32%38%45%45%34%45%35%

-73719469533311183Very high
-%47%39%49%49%34%54%37%46%35%40%

Don't Know (DO NOT READ
--3-21-3219OUT)
-%-%3%-%2%4%-%3%3%4%4%

2137834762010735524157NET: High
100%90%82%89%81%72%99%82%80%80%75%

-*2**2-22*8NET: Low
-%2%2%1%*%8%-%3%3%1%4%

b
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
48591778911233788116-289749236Unweighted total
163695769894296694-107032209Weighted total

-**-**---*--**2Very low
-%*%*%-%*%*%-%-%-%*%-%-%*%1%1%

--2222-222-1316Quite low
-%-%3%4%3%2%-%7%4%3%-%10%4%4%3%

*586510-61612-16335Neither low nor high
24%8%11%11%8%11%-%22%24%13%-%9%9%10%17%

a

-2932202838251736-1281374Quite high
-%47%46%36%41%43%49%18%26%38%-%13%40%39%35%

c

125262532362152843-7321583Very high
76%40%38%44%46%40%51%54%42%46%-%67%45%46%40%

Don't Know (DO NOT READ
-31313--3*--1-9OUT)
-%5%2%5%2%3%-%-%4%*%-%-%2%-%4%

a

155584561744204579-86027157NET: High
76%87%84%80%87%83%100%71%68%84%-%81%85%85%75%

b

-*2222-223-1328NET: Low
-%*%3%4%3%2%-%7%4%3%-%10%5%5%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
572680921521654461236Unweighted total
57*66069715423043209Weighted total

----**--*--2Very low
-%-%-%-%*%*%-%-%*%-%-%1%

----2422*2*6Quite low
-%-%-%-%3%6%29%14%1%6%1%3%

-4**681*44535Neither low nor high
-%50%26%2%9%11%16%1%10%13%13%17%

5--42731*319101074Quite high
89%-%-%69%44%44%4%23%46%35%23%35%

a

14*223234918112683Very high
11%50%74%29%38%34%52%62%43%36%60%40%

b

Don't Know (DO NOT READ
----33---319OUT)
-%-%-%-%5%4%-%-%-%10%3%4%

c

54*65054413372136157NET: High
100%50%74%98%82%78%55%85%89%71%84%75%

b

----2422*2*8NET: Low
-%-%-%-%4%6%29%14%1%6%1%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
125345141376216161229205215181211236Unweighted total
101333120453186142204174184147179209Weighted total

2--2-*2*222*22Very low
2%-%-%2%-%*%1%*%1%1%1%*%1%1%

22-4*164646446Quite low
2%6%-%3%4%1%3%3%3%3%3%3%2%3%

164-18-113227352831242935Neither low nor high
16%12%-%15%-%21%17%19%17%16%17%16%16%17%

41132462156551725663536374Quite high
40%39%65%38%47%28%35%36%35%32%34%36%35%35%

37141482247456817776617583Very high
37%42%35%39%49%46%40%40%40%44%41%41%42%40%

Don't Know (DO NOT READ
3--3-274867679OUT)
3%-%-%2%-%4%4%3%4%4%4%4%4%4%

7827393439139107153133139114138157NET: High
77%81%100%78%96%74%75%75%75%76%75%77%77%75%

42-6*184878468NET: Low
4%6%-%5%4%1%4%3%4%4%4%3%3%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
112124102319830148571835310197236Unweighted total
10210690318523140451624710170209Weighted total

*2--22**2-2*2Very low
*%2%-%-%3%8%*%*%1%-%18%*%1%

ab

233-3-1433236Quite low
2%3%3%-%3%-%1%9%2%5%20%2%3%

b

2213175131314191642435Neither low nor high
22%12%18%15%16%3%22%8%12%34%39%14%17%

acb

3242291727652155816*6274Quite high
31%40%32%54%32%27%37%33%36%35%5%37%35%

ac

4241341038145019711227483Very high
41%39%38%31%45%62%36%41%44%26%18%43%40%

ba

Don't Know (DO NOT READ
458-1-639--79OUT)
4%4%9%-%1%-%4%7%6%-%-%4%4%

a

74836326652010333128292136157NET: High
72%78%70%85%77%89%73%75%80%60%23%80%75%

a

253-522453448NET: Low
2%5%3%-%6%8%1%10%3%5%38%2%4%

bb
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*baSignificance Level: 95%
114211110168161223831236Unweighted total

7187563549313209Weighted total

------------2Very low
-%-%-%-%-%-%-%-%-%-%-%-%1%

--*1------1-6Quite low
-%-%4%16%-%-%-%-%-%-%32%-%3%

1-12***1*11235Neither low nor high
17%-%17%33%1%3%2%23%3%15%35%18%17%

1-423322341674Quite high
16%-%57%34%64%51%75%41%69%49%31%48%35%

4121231213*483Very high
67%100%22%17%35%46%23%36%27%36%2%33%40%

Don't Know (DO NOT READ
--------*---9OUT)
-%-%-%-%-%-%-%-%1%-%-%-%4%

5163563447111157NET: High
83%100%79%51%99%97%98%77%96%85%33%82%75%

--*1------1-8NET: Low
-%-%4%16%-%-%-%-%-%-%32%-%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
1218191819232311508926236Unweighted total
19241818141718723131324209Weighted total

2-*-*-------2Very low
9%-%1%-%1%-%-%-%-%-%-%-%1%

--*2-2--1-*-6Quite low
-%-%1%11%-%11%-%-%6%-%1%-%3%

-6234322522435Neither low nor high
-%26%10%17%31%18%14%23%20%14%17%17%17%

81044638*9921074Quite high
41%43%22%21%42%19%47%1%38%73%13%43%35%

1071093973825983Very high
49%28%56%51%24%52%40%46%36%13%42%39%40%

Don't Know (DO NOT READ
-12-*--2*-4*9OUT)
-%3%10%-%3%-%-%29%*%-%27%1%4%

181714139121531711720157NET: High
91%71%78%72%65%71%86%48%74%86%55%82%75%

2-*2*2--1-*-8NET: Low
9%-%2%11%1%11%-%-%6%-%1%-%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
49608443236Unweighted total
61494850209Weighted total

2*--2Very low
3%*%-%-%1%

*41*6Quite low
*%8%3%*%3%

8109835Neither low nor high
13%21%18%16%17%

2213172274Quite high
36%26%36%43%35%

2621191783Very high
43%43%39%33%40%

Don't Know (DO NOT READ
2*249OUT)
4%1%5%8%4%

49343638157NET: High
79%70%75%76%75%

241*8NET: Low
4%8%3%*%4%
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The price of the postal services provided by Other (1st) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (1st) on
each of the following aspects:)
Base: All those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2125111146516Unweighted total
***4*1**145Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---2-*-**22Neither low nor high
-%-%-%49%-%19%-%34%16%46%40%

*--2-*-**22Quite high
18%-%-%42%-%10%-%18%9%39%33%

*****1***11Very high
82%100%100%9%100%70%100%49%76%15%27%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

***2*1**123NET: High
100%100%100%51%100%81%100%66%84%54%60%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3337-111--31-16Unweighted total
1**3-***--3*-5Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2--*---2--2Neither low nor high
-%20%-%56%-%-%100%-%-%-%62%-%-%40%

*--1---*--1--2Quite high
71%-%-%35%-%-%-%100%-%-%38%-%-%33%

****-*-----*-1Very high
29%80%100%9%-%100%-%-%-%-%-%100%-%27%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**1-*-*--1*-3NET: High
100%80%100%44%-%100%-%100%-%-%38%100%-%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3136107-13--5-16Unweighted total
*5143-*1--1-5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-22-----*-2Neither low nor high
40%40%-%54%67%-%-%-%-%-%32%-%40%

-2*11--1--*-2Quite high
-%35%38%31%20%-%-%78%-%-%8%-%33%

*111*-**--*-1Very high
60%25%62%15%13%-%100%22%-%-%60%-%27%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*3121-*1--*-3NET: High
60%60%100%46%33%-%100%100%-%-%68%-%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1114-1616Unweighted total

3*2-55Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

2-*-22Neither low nor high
57%-%7%-%40%40%

1-1-22Quite high
18%-%68%-%33%33%

1**-11Very high
25%100%25%-%27%27%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

1*1-33NET: High
43%100%93%-%60%60%

------NET: Low
-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1123412----137516Unweighted total

3*2*5----**325Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*--2------2*2Neither low nor high
57%100%-%-%44%-%-%-%-%-%-%67%11%40%

1-1*2-----*112Quite high
19%-%64%12%35%-%-%-%-%-%15%20%57%33%

1-1*1----***11Very high
24%-%36%88%21%-%-%-%-%100%85%13%32%27%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-2*3----**123NET: High
43%-%100%100%56%-%-%-%-%100%100%33%89%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1-12-815711129916Unweighted total
-*-*2-15234335Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-*2222222Neither low nor high
-%-%-%-%95%-%7%43%78%73%55%72%60%40%

------12**1*12Quite high
-%-%-%-%-%-%41%35%5%4%17%4%20%33%

-*-**-11*11111Very high
-%100%-%100%5%-%52%22%18%23%28%24%20%27%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**-13112113NET: High
-%100%-%100%5%-%93%57%22%27%45%28%40%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 187  (continuation)                                                                                                                                                  Page 3263

The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2334----1-2816Unweighted total
-*2*1----*-*35Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---------22Neither low nor high
-%-%95%-%-%-%-%-%-%-%-%-%77%40%

-*-**------**2Quite high
-%36%-%14%52%-%-%-%-%-%-%50%2%33%

-****----*-*11Very high
-%64%5%86%48%-%-%-%-%100%-%50%21%27%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***1----*-*13NET: High
-%100%5%100%100%-%-%-%-%100%-%100%23%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2101061-10-352116Unweighted total
*332*-3-21**5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2--2-2-*-2Neither low nor high
-%57%4%80%-%-%74%-%93%-%100%-%40%

*12*--*--*-*2Quite high
35%16%61%2%-%-%4%-%-%10%-%100%33%

*11**-1-*1--1Very high
65%27%35%18%100%-%22%-%7%90%-%-%27%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*13**-1-*1-*3NET: High
100%43%96%20%100%-%26%-%7%100%-%100%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-384923910116Unweighted total
-1333**33*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--222*-22*2Neither low nor high
-%-%66%69%74%52%-%59%72%100%40%

-*1**-*1*-2Quite high
-%71%22%18%4%-%22%17%4%-%33%

-***1**11-1Very high
-%29%12%13%21%48%78%24%24%-%27%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-1111**11-3NET: High
-%100%34%31%26%48%100%41%28%-%60%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
196787-369-48416Unweighted total
*33233-*21-1315Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*22222--2*--2*2Neither low nor high
100%58%69%85%73%64%-%-%79%29%-%-%73%20%40%

-*1-*1-***-***2Quite high
-%15%19%-%2%19%-%22%2%15%-%10%2%22%33%

-1**1*-***-*1*1Very high
-%27%12%15%24%17%-%78%19%56%-%90%24%58%27%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-11*11-*11-11*3NET: High
-%42%31%15%27%36%-%100%21%71%-%100%27%80%60%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-1-971154316Unweighted total
*-*-33**11*5Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

----22--**-2Neither low nor high
-%-%-%-%58%59%-%-%35%18%-%40%

----*1-*--*2Quite high
-%-%-%-%15%20%-%100%-%-%16%33%

*-*-11*-***1Very high
100%-%100%-%27%21%100%-%65%82%84%27%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

*-*-11*****3NET: High
100%-%100%-%42%41%100%100%65%82%100%60%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
103-13-91610161414131416Unweighted total

4*-5-353554445Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-222222222Neither low nor high
47%-%-%44%-%57%40%62%40%40%52%56%52%40%

2*-2-*2*221112Quite high
37%22%-%36%-%15%33%4%33%34%15%17%15%33%

1*-1-111111111Very high
16%78%-%19%-%28%27%34%27%26%33%27%33%27%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-3-131332223NET: High
53%100%-%56%-%43%60%38%60%60%48%44%48%60%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
79619358142-1616Unweighted total
143*212341-55Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22-*-*22--22Neither low nor high
9%50%53%-%13%-%6%75%45%-%-%40%40%

111*111*11-22Quite high
45%29%31%100%35%84%59%2%25%100%-%33%33%

111-1*111--11Very high
46%21%16%-%52%16%36%23%30%-%-%27%27%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

122*112121-33NET: High
91%50%47%100%87%100%94%25%55%100%-%60%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
221-11-1111416Unweighted total
1**-**-*****5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%40%

1**-------**2Quite high
96%16%100%-%-%-%-%-%-%-%100%25%33%

**--**-***-*1Very high
4%84%-%-%100%100%-%100%100%100%-%75%27%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1**-**-*****3NET: High
100%100%100%-%100%100%-%100%100%100%100%100%60%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Jan' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
247321316316Unweighted total
212*2*1*2*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

2*--2-*---2Neither low nor high
100%13%-%-%100%-%15%-%-%-%40%

-*1---*-1-2Quite high
-%61%63%-%-%-%70%-%75%-%33%

-*1*-*****1Very high
-%26%37%100%-%100%15%100%25%100%27%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-12*-*1*2*3NET: High
-%87%100%100%-%100%85%100%100%100%60%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The quality of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd)
on each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2125111146516Unweighted total
***4*1**145Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

---1-----11Neither low nor high
-%-%-%29%-%-%-%-%-%27%21%

---*-*-***1Quite high
-%-%-%13%-%24%-%34%24%12%15%

***2*1***23Very high
100%100%100%58%100%71%100%49%76%61%63%

Don't Know (DO NOT READ
-----*-*--*OUT)
-%-%-%-%-%5%-%18%-%-%1%

***3*1**134NET: High
100%100%100%71%100%95%100%82%100%73%78%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3337-111--31-16Unweighted total
1**3-***--3*-5Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1------1--1Neither low nor high
-%-%-%31%-%-%-%-%-%-%36%-%-%21%

1--*--*---*--1Quite high
86%-%-%5%-%-%100%-%-%-%2%-%-%15%

***2---*--2*-3Very high
14%100%100%62%-%-%-%100%-%-%62%100%-%63%

Don't Know (DO NOT READ
---*-*-------*OUT)
-%-%-%2%-%100%-%-%-%-%-%-%-%1%

1**2--**--2*-4NET: High
100%100%100%67%-%-%100%100%-%-%64%100%-%78%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 188  (continuation)                                                                                                                                                  Page 3274

The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3136107-13--5-16Unweighted total
*5143-*1--1-5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1---1----1Neither low nor high
-%22%-%28%-%-%-%78%-%-%-%-%21%

*1**1-----*-1Quite high
40%13%38%7%24%-%-%-%-%-%16%-%15%

*3122-**--1-3Very high
39%64%62%63%76%-%100%18%-%-%84%-%63%

Don't Know (DO NOT READ
*--*---*----*OUT)

21%-%-%1%-%-%-%4%-%-%-%-%1%

*4133-**--1-4NET: High
79%78%100%70%100%-%100%18%-%-%100%-%78%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1114-1616Unweighted total

3*2-55Weighted total

------Very low
-%-%-%-%-%-%

------Quite low
-%-%-%-%-%-%

--1-11Neither low nor high
-%-%68%-%21%21%

1-*-11Quite high
19%-%7%-%15%15%

3**-33Very high
79%100%25%-%63%63%

Don't Know (DO NOT READ
*---**OUT)
2%-%-%-%1%1%

3*1-44NET: High
98%100%32%-%78%78%

------NET: Low
-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1123412----137516Unweighted total

3*2*5----**325Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-1-------11Neither low nor high
-%-%64%-%23%-%-%-%-%-%-%-%57%21%

1*--1------1*1Quite high
20%51%-%-%16%-%-%-%-%-%-%24%6%15%

2*1*3----**213Very high
78%49%36%88%60%-%-%-%-%100%85%76%37%63%

Don't Know (DO NOT READ
*--*------*--*OUT)
2%-%-%12%-%-%-%-%-%-%15%-%-%1%

3*1*3----**314NET: High
98%100%36%88%77%-%-%-%-%100%85%100%43%78%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1-12-815711129916Unweighted total
-*-*2-15234335Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------1-----1Neither low nor high
-%-%-%-%-%-%-%22%-%-%-%-%-%21%

------11**1*11Quite high
-%-%-%-%-%-%44%16%2%9%18%6%21%15%

-*-*2-13223323Very high
-%100%-%100%100%-%56%61%98%89%82%94%79%63%

Don't Know (DO NOT READ
-------*-*---*OUT)
-%-%-%-%-%-%-%1%-%2%-%-%-%1%

-*-*2-14234334NET: High
-%100%-%100%100%-%100%76%100%98%100%100%100%78%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2334----1-2816Unweighted total
-*2*1----*-*35Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------1Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%21%

-*-**------**1Quite high
-%64%-%14%52%-%-%-%-%-%-%50%8%15%

-*2**----*--23Very high
-%36%100%86%48%-%-%-%-%100%-%-%92%63%

Don't Know (DO NOT READ
-----------*-*OUT)
-%-%-%-%-%-%-%-%-%-%-%50%-%1%

-*2*1----*-*34NET: High
-%100%100%100%100%-%-%-%-%100%-%50%100%78%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2101061-10-352116Unweighted total
*332*-3-21**5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

--1---------1Neither low nor high
-%-%41%-%-%-%-%-%-%-%-%-%21%

*11*--*-*-**1Quite high
35%17%25%4%-%-%9%-%5%-%51%100%15%

*312*-2-21*-3Very high
65%83%33%96%100%-%88%-%95%90%49%-%63%

Don't Know (DO NOT READ
--*---*--*--*OUT)
-%-%2%-%-%-%2%-%-%10%-%-%1%

*312*-3-21**4NET: High
100%100%57%100%100%-%98%-%100%90%100%100%78%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-384923910116Unweighted total
-1333**33*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

----------1Neither low nor high
-%-%-%-%-%-%-%-%-%-%21%

-11****1**1Quite high
-%86%23%18%2%100%22%18%6%100%15%

-*222-*32-3Very high
-%14%77%82%96%-%78%82%92%-%63%

Don't Know (DO NOT READ
----*---*-*OUT)
-%-%-%-%2%-%-%-%2%-%1%

-1333**33*4NET: High
-%100%100%100%98%100%100%100%98%100%78%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
196787-369-48416Unweighted total
*33233-*21-1315Weighted total

---------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------1Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%-%-%-%21%

-1***1-***-***1Quite high
-%18%17%9%4%20%-%39%2%36%-%28%6%11%15%

*32232-*2*-*2*3Very high
100%82%83%91%96%80%-%61%98%56%-%72%94%89%63%

Don't Know (DO NOT READ
---------*----*OUT)
-%-%-%-%-%-%-%-%-%8%-%-%-%-%1%

*33233-*21-1314NET: High
100%100%100%100%100%100%-%100%100%92%-%100%100%100%78%

---------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-1-971154316Unweighted total
*-*-33**11*5Weighted total

------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%

------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%

-----------1Neither low nor high
-%-%-%-%-%-%-%-%-%-%-%21%

----11*-**-1Quite high
-%-%-%-%18%18%100%-%18%18%-%15%

*-*-33-****3Very high
100%-%100%-%82%82%-%100%82%82%100%63%

Don't Know (DO NOT READ
-----------*OUT)
-%-%-%-%-%-%-%-%-%-%-%1%

*-*-33**11*4NET: High
100%-%100%-%100%100%100%100%100%100%100%78%

------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
103-13-91610161414131416Unweighted total

4*-5-353554445Weighted total

--------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1--1-11---1Neither low nor high
25%-%-%23%-%-%21%-%21%22%-%-%-%21%

1--1-11*111111Quite high
17%-%-%16%-%17%15%2%15%13%19%21%19%15%

3*-3-333333333Very high
58%100%-%60%-%81%63%96%63%64%81%79%81%63%

Don't Know (DO NOT READ
-----*****---*OUT)
-%-%-%-%-%2%1%2%1%1%-%-%-%1%

3*-4-343444444NET: High
75%100%-%77%-%98%78%98%78%77%100%100%100%78%

--------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
79619358142-1616Unweighted total
143*212341-55Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11---1-1--11Neither low nor high
-%28%31%-%-%-%59%-%24%-%-%21%21%

1*--11-***-11Quite high
54%3%-%-%48%84%-%8%6%90%-%15%15%

132*1*123*-33Very high
46%68%69%100%48%16%41%90%69%10%-%63%63%

Don't Know (DO NOT READ
-*--*--**--**OUT)
-%1%-%-%4%-%-%2%1%-%-%1%1%

132*111331-44NET: High
100%71%69%100%96%100%41%98%75%100%-%78%78%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
221-11-1111416Unweighted total
1**-**-*****5Weighted total

-------------Very low
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Quite low
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-----------1Neither low nor high
96%-%-%-%-%-%-%-%-%-%-%-%21%

--*-------**1Quite high
-%-%100%-%-%-%-%-%-%-%100%12%15%

**--**-*-*-*3Very high
4%100%-%-%100%100%-%100%-%100%-%88%63%

Don't Know (DO NOT READ
--------*---*OUT)
-%-%-%-%-%-%-%-%100%-%-%-%1%

***-**-*-***4NET: High
4%100%100%-%100%100%-%100%-%100%100%100%78%

-------------NET: Low
-%-%-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Jan' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
247321316316Unweighted total
212*2*1*2*5Weighted total

-----------Very low
-%-%-%-%-%-%-%-%-%-%-%

-----------Quite low
-%-%-%-%-%-%-%-%-%-%-%

--1-----1-1Neither low nor high
-%-%57%-%-%-%-%-%68%-%21%

*****-*-**1Quite high
6%61%3%22%6%-%70%-%4%22%15%

2*1*2*****3Very high
94%39%37%78%94%100%30%100%25%78%63%

Don't Know (DO NOT READ
--*-----*-*OUT)
-%-%3%-%-%-%-%-%4%-%1%

211*2*1***4NET: High
100%100%40%100%100%100%100%100%29%100%78%

-----------NET: Low
-%-%-%-%-%-%-%-%-%-%-%
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The price of the postal services provided by Other (2nd) in the last 12 months (QOP4. On a scale of 1 to 5 where 5 is very high and 1 is very low how would you rate Other (2nd) on
each of the following aspects:)
Base: All those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
61515172357114972Unweighted total
5*7121831115962Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*2----22Fairly dissatisfied
-%-%-%4%10%-%-%-%-%4%4%

Neither satisfied nor
2-*1-1*-*67dissatisfied

31%-%2%11%-%20%38%-%20%11%11%

2*5591**12627Fairly satisfied
35%100%74%45%50%51%26%83%48%44%44%

2-2471***2324Very satisfied
34%-%25%31%39%30%36%17%32%40%39%

Don't Know (DO NOT READ
---1-----11OUT)
-%-%-%9%-%-%-%-%-%2%2%

4*79162*114951NET: Satisfied
69%100%98%76%90%80%62%100%80%84%83%

---*2----22NET: Dissatisfied
-%-%-%4%10%-%-%-%-%4%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
77454254133-211572Unweighted total
22156445152-231362Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--2--2------2Fairly dissatisfied
24%-%-%3%-%-%39%-%-%-%-%-%-%4%

Neither satisfied nor
---7-*-5--1-*7dissatisfied
-%-%-%12%-%7%-%36%-%-%5%-%5%11%

1**26-115*-151227Fairly satisfied
28%14%9%47%-%36%26%37%5%-%66%100%57%44%

1212042242-6-124Very satisfied
48%86%91%36%100%57%35%27%95%-%25%-%38%39%

Don't Know (DO NOT READ
---1------1--1OUT)
-%-%-%2%-%-%-%-%-%-%5%-%-%2%

2214643392-211351NET: Satisfied
76%100%100%83%100%93%61%64%100%-%90%100%95%83%

*--2--2------2NET: Dissatisfied
24%-%-%3%-%-%39%-%-%-%-%-%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
135914582054252115-72Unweighted total

8547552051232*10-62Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Fairly dissatisfied
-%4%-%4%9%-%-%2%-%-%-%-%4%

Neither satisfied nor
-7*71-*6----7dissatisfied
-%13%3%12%5%-%12%25%-%-%-%-%11%

22632412415**5-27Fairly satisfied
19%48%43%45%57%78%88%23%3%100%51%-%44%

61842051-112-5-24Very satisfied
81%33%55%37%23%22%-%50%97%-%49%-%39%

Don't Know (DO NOT READ
-1-11-------1OUT)
-%2%-%2%5%-%-%-%-%-%-%-%2%

8436451651162*10-51NET: Satisfied
100%81%97%82%80%100%88%73%100%100%100%-%83%

-2-22--*----2NET: Dissatisfied
-%4%-%4%9%-%-%2%-%-%-%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*ba*baSignificance Level: 95%
2084236972Unweighted total
1573745862Weighted total

------Very dissatisfied
-%-%-%-%-%-%

*-2-22Fairly dissatisfied
3%-%5%-%4%4%

Neither satisfied nor
*14-77dissatisfied
1%15%10%-%12%11%

541922527Fairly satisfied
34%51%50%54%44%44%

921222224Very satisfied
62%34%31%46%39%39%

Don't Know (DO NOT READ
--1-11OUT)
-%-%3%-%2%2%

1463044751NET: Satisfied
96%85%82%100%82%83%

*-2-22NET: Dissatisfied
3%-%5%-%4%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*cb*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
263115369-----3234672Unweighted total
173212160-----1164462Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2------*22Fairly dissatisfied
3%6%-%-%4%-%-%-%-%-%-%3%4%4%

Neither satisfied nor
232*7-----*257dissatisfied

12%9%15%8%11%-%-%-%-%-%8%12%11%11%

9144-27------91827Fairly satisfied
51%44%35%-%45%-%-%-%-%-%-%55%42%44%

6135123-----151824Very satisfied
34%41%41%92%38%-%-%-%-%-%92%29%41%39%

Don't Know (DO NOT READ
--1-1-------11OUT)
-%-%9%-%2%-%-%-%-%-%-%-%2%2%

15279150-----1143751NET: Satisfied
85%85%76%92%83%-%-%-%-%-%92%85%83%83%

*2--2------*22NET: Dissatisfied
3%6%-%-%4%-%-%-%-%-%-%3%4%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
---1-63940204646364172Unweighted total
---*-2293593932212662Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------22-22222Fairly dissatisfied
-%-%-%-%-%-%8%7%-%6%7%11%9%4%

Neither satisfied nor
------33243337dissatisfied
-%-%-%-%-%-%11%9%17%10%10%15%13%11%

---*-2151251517101327Fairly satisfied
-%-%-%100%-%89%50%35%57%39%53%46%51%44%

-----*81721886624Very satisfied
-%-%-%-%-%11%27%49%26%46%26%27%24%39%

acac

Don't Know (DO NOT READ
------1---1-11OUT)
-%-%-%-%-%-%4%-%-%-%3%-%4%2%

---*-2223083325161951NET: Satisfied
-%-%-%100%-%100%77%84%83%85%79%74%74%83%

------22-22222NET: Dissatisfied
-%-%-%-%-%-%8%7%-%6%7%11%9%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-1381312-----3-4372Unweighted total
-461012-----1-3862Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-------22Fairly dissatisfied
-%-%-%-%19%-%-%-%-%-%-%-%6%4%

Neither satisfied nor
-*3*------*-47dissatisfied
-%3%50%2%-%-%-%-%-%-%9%-%10%11%

-2276-------1527Fairly satisfied
-%59%34%69%48%-%-%-%-%-%-%-%40%44%

-1133-----1-1724Very satisfied
-%39%16%29%24%-%-%-%-%-%91%-%45%39%

Don't Know (DO NOT READ
----1--------1OUT)
-%-%-%-%9%-%-%-%-%-%-%-%-%2%

-43109-----1-3251NET: Satisfied
-%97%50%98%72%-%-%-%-%-%91%-%84%83%

----2-------22NET: Dissatisfied
-%-%-%-%19%-%-%-%-%-%-%-%6%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*b*a*e*d*c*b*aSignificance Level: 95%
640452714329-912111472Unweighted total
626412013224-71310962Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22---2--2*-2Fairly dissatisfied
-%9%6%-%-%-%9%-%-%14%5%-%4%

Neither satisfied nor
-3253-*-*22-7dissatisfied
-%13%5%23%26%-%1%-%1%15%17%-%11%

413198628-354427Fairly satisfied
70%50%46%42%42%94%33%-%41%36%36%42%44%

261864*14-444524Very satisfied
30%25%44%30%32%6%57%-%57%34%42%58%39%

Don't Know (DO NOT READ
-1-1--------1OUT)
-%4%-%5%-%-%-%-%-%-%-%-%2%

619371410222-798951NET: Satisfied
100%75%89%72%74%100%89%-%99%70%78%100%83%

-22---2--2*-2NET: Dissatisfied
-%9%6%-%-%-%9%-%-%14%5%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-20352337963530972Unweighted total
-12241536452328562Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--2-2--22-2Fairly dissatisfied
-%-%10%-%6%-%-%10%8%-%4%

Neither satisfied nor
-2124*224*7dissatisfied
-%16%6%13%10%7%37%7%12%5%11%

-613912311211427Fairly satisfied
-%52%54%56%34%85%26%52%39%89%44%

-36418*2611*24Very satisfied
-%24%26%23%50%8%37%26%40%6%39%

Don't Know (DO NOT READ
-111---1--1OUT)
-%9%4%7%-%-%-%5%-%-%2%

-9191230331822451NET: Satisfied
-%76%80%80%84%93%63%78%79%95%83%

--2-2--22-2NET: Dissatisfied
-%-%10%-%6%-%-%10%8%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*ba*cba*d*c*ba*d*cb*aSignificance Level: 95%
11837223336-272537-15302072Unweighted total
*1525141821-251832-9191462Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--2*22-*-2--2*2Fairly dissatisfied
-%-%9%3%12%11%-%2%-%6%-%-%10%3%4%

Neither satisfied nor
-33233-2*4-2127dissatisfied
-%18%13%14%18%15%-%7%1%12%-%19%7%15%11%

-813889-121013-310727Fairly satisfied
-%53%51%56%44%43%-%49%53%41%-%34%52%53%44%

*35456-10813-46424Very satisfied
100%22%22%27%26%26%-%42%45%41%-%47%31%29%39%

Don't Know (DO NOT READ
-11--1--------1OUT)
-%7%4%-%-%5%-%-%-%-%-%-%-%-%2%

*1118121315-231827-7151151NET: Satisfied
100%75%73%83%70%69%-%91%99%83%-%81%84%82%83%

--2*22-*-2--2*2NET: Dissatisfied
-%-%9%3%12%11%-%2%-%6%-%-%10%3%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
31311432101822112272Unweighted total
122111237131881462Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

*----2*****2Fairly dissatisfied
55%-%-%-%-%10%7%4%3%6%3%4%

Neither satisfied nor
*-*111*22-*7dissatisfied

12%-%9%100%9%6%4%15%12%-%2%11%

-22-6132572627Fairly satisfied
-%100%86%-%52%55%29%41%42%30%43%44%

*-*-354585724Very satisfied
33%-%5%-%29%24%60%41%44%64%52%39%

Don't Know (DO NOT READ
----11-----1OUT)
-%-%-%-%9%5%-%-%-%-%-%2%

*22-9186111571351NET: Satisfied
33%100%91%-%81%79%89%82%86%94%95%83%

*----2*****2NET: Dissatisfied
55%-%-%-%-%10%7%4%3%6%3%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
3711-37-406148715865556572Unweighted total
278-25-325242614657465762Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*-*22222222Fairly dissatisfied
2%21%-%2%-%2%4%4%4%5%4%5%4%4%

Neither satisfied nor
41-2-474747777dissatisfied

14%14%-%8%-%11%13%9%11%8%12%15%12%11%

171-13-182320272226202627Fairly satisfied
62%14%-%53%-%55%45%48%45%48%46%44%46%44%

63-9-91815231721152124Very satisfied
22%38%-%37%-%29%36%36%38%36%37%34%37%39%

Don't Know (DO NOT READ
-1---111111111OUT)
-%13%-%-%-%3%2%3%2%2%2%2%2%2%

234-22-274236503947354751NET: Satisfied
84%52%-%90%-%84%81%84%83%84%82%78%82%83%

*2-*-*22222222NET: Dissatisfied
2%21%-%2%-%2%4%4%4%5%4%5%4%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
343836630124911621016172Unweighted total
32302843015407547*5262Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2-*2-*2-2-22Fairly dissatisfied
2%6%-%12%6%-%1%27%-%32%-%4%4%

Neither satisfied nor
343-443*61*37dissatisfied
9%13%11%-%13%24%7%6%12%7%100%5%11%

1611153108172252-2227Fairly satisfied
50%38%52%78%32%56%43%26%46%29%-%42%44%

111310*133183231-2424Very satisfied
36%43%37%10%45%20%46%41%42%17%-%46%39%

Don't Know (DO NOT READ
1---1-1--1-11OUT)
3%-%-%-%4%-%3%-%-%15%-%2%2%

27242542311364483-4651NET: Satisfied
86%81%89%88%77%76%89%67%88%46%-%88%83%

*2-*2-*2-2-22NET: Dissatisfied
2%6%-%12%6%-%1%27%-%32%-%4%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 189  (continuation)                                                                                                                                                  Page 3300

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 those who use DHL (QV4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
415317268861172Unweighted total
2*311111332562Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%4%

Neither satisfied nor
------------7dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%11%

2*2*1111121427Fairly satisfied
100%100%68%5%100%96%100%96%37%68%52%76%44%

--11-*-*211124Very satisfied
-%-%32%95%-%4%-%4%63%32%48%24%39%

Don't Know (DO NOT READ
------------1OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%

2*311111332551NET: Satisfied
100%100%100%100%100%100%100%100%100%100%100%100%83%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
328896741623472Unweighted total
2271096431025162Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-*--------2Fairly dissatisfied
-%75%-%5%-%-%-%-%-%-%-%-%4%

Neither satisfied nor
*-2--*1---3-7dissatisfied
8%-%29%-%-%4%25%-%-%-%67%-%11%

*-2573*-7*2*27Fairly satisfied
5%-%29%55%76%57%7%-%67%22%33%40%44%

2134223232-*24Very satisfied
87%25%42%40%24%39%68%68%33%78%-%60%39%

Don't Know (DO NOT READ
-------1----1OUT)
-%-%-%-%-%-%-%32%-%-%-%-%2%

215996321022151NET: Satisfied
92%25%71%95%100%96%75%68%100%100%33%100%83%

-2-*--------2NET: Dissatisfied
-%75%-%5%-%-%-%-%-%-%-%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
132327972Unweighted total
112518862Weighted total

-----Very dissatisfied
-%-%-%-%-%

2*--2Fairly dissatisfied
16%2%-%-%4%

Neither satisfied nor
2*137dissatisfied

19%1%6%42%11%

2167327Fairly satisfied
18%64%40%31%44%

588224Very satisfied
47%33%48%27%39%

Don't Know (DO NOT READ
--1-1OUT)
-%-%6%-%2%

72415551NET: Satisfied
65%97%88%58%83%

2*--2NET: Dissatisfied
16%2%-%-%4%
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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 those who use DHL (QV4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
312985-142126Unweighted total
1*21181-*12526Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

*--2-*-*-22Fairly dissatisfied
24%-%-%17%-%14%-%100%-%7%8%

Neither satisfied nor
*-*2**--*22dissatisfied

33%-%7%16%3%35%-%-%40%8%9%

**-45*--*1212Fairly satisfied
43%100%-%38%61%51%-%-%60%46%46%

--233----1010Very satisfied
-%-%93%27%36%-%-%-%-%38%37%

Don't Know (DO NOT READ
---*-----**OUT)
-%-%-%3%-%-%-%-%-%1%1%

**278*--*2122NET: Satisfied
43%100%93%65%97%51%-%-%60%84%82%

*--2-*-*-22NET: Dissatisfied
24%-%-%17%-%14%-%100%-%7%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
-6-2054221-12326Unweighted total
-2-24543*2-24426Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-2-*-----2Fairly dissatisfied
-%-%-%8%-%43%-%50%-%-%-%-%-%8%

Neither satisfied nor
-*-2*--*----22dissatisfied
-%14%-%8%4%-%-%50%-%-%-%-%44%9%

-*-12413---22*12Fairly satisfied
-%23%-%48%74%12%100%-%-%-%100%50%7%46%

-1-912--2--2210Very satisfied
-%50%-%35%22%45%-%-%100%-%-%50%49%37%

Don't Know (DO NOT READ
-*-----------*OUT)
-%14%-%-%-%-%-%-%-%-%-%-%-%1%

-2-20523-2-24222NET: Satisfied
-%73%-%83%96%57%100%-%100%-%100%100%56%82%

---2-2-*-----2NET: Dissatisfied
-%-%-%8%-%43%-%50%-%-%-%-%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
4229175--13116-26Unweighted total
3249174--142*6-26Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*22*---2--*-2Fairly dissatisfied
5%8%20%1%-%-%-%13%-%-%2%-%8%

Neither satisfied nor
-2-2---2-*--2dissatisfied
-%10%-%14%-%-%-%15%-%100%-%-%9%

210571--42-5-12Fairly satisfied
83%42%56%40%26%-%-%30%100%-%89%-%46%

-10283--6--*-10Very satisfied
-%41%21%45%74%-%-%41%-%-%9%-%37%

Don't Know (DO NOT READ
*-*----*----*OUT)

12%-%3%-%-%-%-%2%-%-%-%-%1%

2207144--102-5-22NET: Satisfied
83%82%77%85%100%-%-%70%100%-%98%-%82%

*22*---2--*-2NET: Dissatisfied
5%8%20%1%-%-%-%13%-%-%2%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
7216-2626Unweighted total
6117-2626Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--2-22Fairly dissatisfied
-%-%11%-%8%8%

Neither satisfied nor
2-*-22dissatisfied

34%-%2%-%9%9%

219-1212Fairly satisfied
42%76%50%-%46%46%

1-6-1010Very satisfied
23%-%37%-%37%37%

Don't Know (DO NOT READ
-*--**OUT)
-%24%-%-%1%1%

4115-2222NET: Satisfied
66%76%87%-%82%82%

--2-22NET: Dissatisfied
-%-%11%-%8%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1583521--1--4101126Unweighted total
1484323--*--3111226Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2------*22Fairly dissatisfied
1%23%-%-%9%-%-%-%-%-%-%1%15%8%

Neither satisfied nor
2--2*-----2*-2dissatisfied

16%-%-%54%2%-%-%-%-%-%58%4%-%9%

66-*12--*---6612Fairly satisfied
44%73%-%7%52%-%-%100%-%-%-%56%48%46%

5*419-----14410Very satisfied
36%4%100%31%37%-%-%-%-%-%33%38%37%37%

Don't Know (DO NOT READ
*--*------*--*OUT)
2%-%-%9%-%-%-%-%-%-%9%-%-%1%

1164120--*--1101022NET: Satisfied
81%77%100%38%89%-%-%100%-%-%33%94%85%82%

*2--2------*22NET: Dissatisfied
1%23%-%-%9%-%-%-%-%-%-%1%15%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--11--11198191391226Unweighted total
--1*--12188201381126Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2*2---2Fairly dissatisfied
-%-%-%-%-%-%-%11%2%10%-%-%-%8%

Neither satisfied nor
------22*222*2dissatisfied
-%-%-%-%-%-%16%13%2%9%15%21%2%9%

---*--7751174712Fairly satisfied
-%-%-%100%-%-%61%42%55%53%57%45%65%46%

--1---363543410Very satisfied
-%-%100%-%-%-%23%34%41%27%29%33%33%37%

Don't Know (DO NOT READ
---------*---*OUT)
-%-%-%-%-%-%-%-%-%1%-%-%-%1%

--1*--10138161161122NET: Satisfied
-%-%100%100%-%-%84%75%96%80%85%79%98%82%

-------2*2---2NET: Dissatisfied
-%-%-%-%-%-%-%11%2%10%-%-%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
141341-1-1--1726Unweighted total
*4135*-*-2--1826Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%11%8%

Neither satisfied nor
*2----------22dissatisfied

100%41%-%-%-%-%-%-%-%-%-%-%10%9%

-2132*-*-2--912Fairly satisfied
-%52%100%100%33%100%-%100%-%100%-%-%48%46%

-*--3-------510Very satisfied
-%7%-%-%67%-%-%-%-%-%-%-%30%37%

Don't Know (DO NOT READ
------------**OUT)
-%-%-%-%-%-%-%-%-%-%-%-%2%1%

-2135*-*-2--1422NET: Satisfied
-%59%100%100%100%100%-%100%-%100%-%-%78%82%

------------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%11%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2111791-181746126Unweighted total
112207*-20*678*26Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2-*2--2Fairly dissatisfied
-%-%10%-%-%-%10%-%2%28%-%-%8%

Neither satisfied nor
-2*2--2-2---2dissatisfied
-%16%2%28%-%-%9%-%32%-%-%-%9%

1694*-11*235-12Fairly satisfied
66%56%44%52%100%-%52%100%42%42%71%-%46%

*381--5-122*10Very satisfied
34%28%42%20%-%-%27%-%18%30%29%100%37%

Don't Know (DO NOT READ
--*---*-*---*OUT)
-%-%2%-%-%-%1%-%5%-%-%-%1%

110175*-16*358*22NET: Satisfied
100%84%86%72%100%-%80%100%61%72%100%100%82%

--2---2-*2--2NET: Dissatisfied
-%-%10%-%-%-%10%-%2%28%-%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--11117211013326Unweighted total
--10219211113326Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----2---2-2Fairly dissatisfied
-%-%-%-%11%-%-%-%15%-%8%

Neither satisfied nor
--*-*2-2*22dissatisfied
-%-%2%-%1%88%-%18%1%57%9%

--6211*-68*12Fairly satisfied
-%-%59%100%57%12%-%61%62%8%46%

--4-5-122110Very satisfied
-%-%39%-%30%-%100%21%19%35%37%

Don't Know (DO NOT READ
----*---*-*OUT)
-%-%-%-%2%-%-%-%2%-%1%

--9216*1911122NET: Satisfied
-%-%98%100%87%12%100%82%81%43%82%

----2---2-2NET: Dissatisfied
-%-%-%-%11%-%-%-%15%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-965710131015--7226Unweighted total
-1065710*1715--5326Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*----*2----2Fairly dissatisfied
-%-%-%3%-%-%-%-%2%13%-%-%-%-%8%

Neither satisfied nor
--*22*-**2---22dissatisfied
-%-%3%34%26%2%-%15%2%12%-%-%-%50%9%

-62236**56--2212Fairly satisfied
-%67%44%41%41%65%100%53%74%40%-%-%42%50%46%

-33123-*25--3-10Very satisfied
-%33%53%21%33%33%-%32%22%34%-%-%58%-%37%

Don't Know (DO NOT READ
---------*----*OUT)
-%-%-%-%-%-%-%-%-%2%-%-%-%-%1%

-1053510*1711--5222NET: Satisfied
-%100%97%63%74%98%100%85%96%73%-%-%100%50%82%

---*----*2----2NET: Dissatisfied
-%-%-%3%-%-%-%-%2%13%-%-%-%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-11071175426Unweighted total
-1-285**64226Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-*--**--2**2Fairly dissatisfied
-%9%-%-%2%3%-%-%32%4%8%8%

Neither satisfied nor
---2**--2--2dissatisfied
-%-%-%100%2%6%-%-%28%-%-%9%

-*--52--22*12Fairly satisfied
-%20%-%-%57%38%-%-%36%58%14%46%

-1--33***1110Very satisfied
-%71%-%-%39%54%100%100%5%38%78%37%

Don't Know (DO NOT READ
-----------*OUT)
-%-%-%-%-%-%-%-%-%-%-%1%

-1--85**33222NET: Satisfied
-%91%-%-%97%91%100%100%40%96%92%82%

-*--**--2**2NET: Dissatisfied
-%9%-%-%2%3%-%-%32%4%8%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
144-14132415242425212526Unweighted total
132-14*12413242326192626Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--2*2*2222Fairly dissatisfied
1%-%-%1%-%-%8%1%8%1%8%11%8%8%

Neither satisfied nor
2*-2**22222222dissatisfied

16%8%-%14%100%10%10%17%10%10%9%12%9%9%

81-9-110812121291212Fairly satisfied
64%49%-%67%-%68%43%62%50%53%46%45%46%46%

21-2-*102881061010Very satisfied
17%43%-%16%-%22%40%18%33%35%37%32%37%37%

Don't Know (DO NOT READ
*--*---*-*---*OUT)
2%-%-%2%-%-%-%2%-%1%-%-%-%1%

102-11-12010202022152222NET: Satisfied
80%92%-%82%-%90%82%80%82%88%83%77%83%82%

*--*--2*2*2222NET: Dissatisfied
1%-%-%1%-%-%8%1%8%1%8%11%8%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
10169215416620612426Unweighted total
1016132114184215*2626Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*2--2-2--2-22Fairly dissatisfied
1%11%-%-%18%-%11%-%-%39%-%8%8%

Neither satisfied nor
2*2***2**2*22dissatisfied

18%3%13%10%4%5%9%11%1%42%100%8%9%

48625282111-1212Fairly satisfied
39%50%42%90%43%42%45%53%52%18%-%46%46%

466-426110--1010Very satisfied
38%36%45%-%32%54%33%35%45%-%-%37%37%

Don't Know (DO NOT READ
*---*-*-*--**OUT)
3%-%-%-%3%-%2%-%1%-%-%1%1%

81412284143211-2222NET: Satisfied
77%86%87%90%75%95%78%89%98%18%-%84%82%

*2--2-2--2-22NET: Dissatisfied
1%11%-%-%18%-%11%-%-%39%-%8%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--31212122-226Unweighted total
--2*111111-126Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%8%

Neither satisfied nor
--*---------2dissatisfied
-%-%18%-%-%-%-%-%-%-%-%-%9%

--*---------12Fairly satisfied
-%-%18%-%-%-%-%-%-%-%-%-%46%

--1*111111-110Very satisfied
-%-%64%100%100%100%100%100%100%100%-%100%37%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

--1*111111-122NET: Satisfied
-%-%82%100%100%100%100%100%100%100%-%100%82%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
114433142326Unweighted total
226412124426Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*---2-2Fairly dissatisfied
-%-%-%-%16%-%-%-%52%-%8%

Neither satisfied nor
--**---*2-2dissatisfied
-%-%3%3%-%-%-%15%48%-%9%

-242111*-212Fairly satisfied
-%100%64%40%84%61%100%15%-%53%46%

2-22-*-1-210Very satisfied
100%-%33%57%-%19%-%70%-%47%37%

Don't Know (DO NOT READ
-----*----*OUT)
-%-%-%-%-%19%-%-%-%-%1%

22641112-422NET: Satisfied
100%100%97%97%84%81%100%85%-%100%82%

----*---2-2NET: Dissatisfied
-%-%-%-%16%-%-%-%52%-%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d,e,f,g,h,i,j

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
678526Unweighted total

1054726Weighted total

-----Very dissatisfied
-%-%-%-%-%

-*-22Fairly dissatisfied
-%3%-%26%8%

Neither satisfied nor
***22dissatisfied
2%3%7%24%9%

622212Fairly satisfied
58%47%49%27%46%

422210Very satisfied
40%47%38%24%37%

Don't Know (DO NOT READ
--*-*OUT)
-%-%7%-%1%

954422NET: Satisfied
98%94%87%51%82%

-*-22NET: Dissatisfied
-%3%-%26%8%
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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 those who use UK Mail (QV4=4)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
41617111935114261Unweighted total
2*514132*124851Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----*--*-*Fairly dissatisfied
-%-%-%-%-%2%-%-%4%-%*%

Neither satisfied nor
--213----66dissatisfied
-%-%32%7%20%-%-%-%-%13%13%

2*14*1**11012Fairly satisfied
91%100%29%28%3%48%28%63%48%21%23%

*-29101**13132Very satisfied
9%-%39%63%77%46%45%37%49%65%64%

Don't Know (DO NOT READ
---*-**--**OUT)
-%-%-%2%-%4%28%-%-%1%1%

2*312112*114244NET: Satisfied
100%100%68%91%80%93%72%100%96%86%87%

-----*--*-*NET: Dissatisfied
-%-%-%-%-%2%-%-%4%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
29644234107-83761Unweighted total
*324623486-96851Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*-----*Fairly dissatisfied
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

Neither satisfied nor
---6-1121-2--6dissatisfied
-%-%-%14%-%34%27%21%15%-%18%-%-%13%

*119*-*5*-3-112Fairly satisfied
100%37%49%20%12%-%3%63%5%-%31%-%13%23%

-213022315-56732Very satisfied
-%54%51%65%88%66%69%14%80%-%51%100%87%64%

Don't Know (DO NOT READ
-*-*---*-----*OUT)
-%9%-%*%-%-%-%1%-%-%-%-%-%1%

*323922365-76844NET: Satisfied
100%91%100%86%100%66%73%76%85%-%82%100%100%87%

---*---*-----*NET: Dissatisfied
-%-%-%*%-%-%-%1%-%-%-%-%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
754214014--251219-61Unweighted total
644104015--26119-51Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**-------*Fairly dissatisfied
-%*%-%*%*%-%-%-%-%-%-%-%*%

Neither satisfied nor
-6253--3----6dissatisfied
-%14%16%12%22%-%-%12%-%-%-%-%13%

110393--7-*2-12Fairly satisfied
18%23%28%21%18%-%-%27%-%50%19%-%23%

5275279--161*7-32Very satisfied
77%62%52%67%59%-%-%60%100%50%81%-%64%

Don't Know (DO NOT READ
***-*--*----*OUT)
5%*%4%-%1%-%-%1%-%-%-%-%1%

63883611--22119-44NET: Satisfied
95%85%80%88%77%-%-%87%100%100%100%-%87%

-*-**-------*NET: Dissatisfied
-%*%-%*%*%-%-%-%-%-%-%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
26112316061Unweighted total
191319*5051Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--*-**Fairly dissatisfied
-%-%*%-%*%*%

Neither satisfied nor
322-66dissatisfied

16%13%9%-%13%13%

525-1212Fairly satisfied
25%14%25%-%23%23%

11912*3232Very satisfied
58%71%66%100%64%64%

Don't Know (DO NOT READ
**--**OUT)
1%2%-%-%1%1%

161117*4344NET: Satisfied
83%85%91%100%86%87%

--*-**NET: Dissatisfied
-%-%*%-%*%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
33217655-----6272861Unweighted total
25197347-----3222651Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--*-------**Fairly dissatisfied
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

Neither satisfied nor
232-6------246dissatisfied
9%14%23%-%13%-%-%-%-%-%-%10%16%13%

92*110-----18212Fairly satisfied
38%9%6%42%21%-%-%-%-%-%42%37%8%23%

13145231-----2111932Very satisfied
52%77%71%49%65%-%-%-%-%-%49%53%75%64%

Don't Know (DO NOT READ
*--**-----**-*OUT)
2%-%-%9%*%-%-%-%-%-%9%*%-%1%

22165341-----3192244NET: Satisfied
90%86%77%91%86%-%-%-%-%-%91%90%83%87%

-*--*-------**NET: Dissatisfied
-%*%-%-%*%-%-%-%-%-%-%-%*%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edcbaSignificance Level: 95%
---5-32941184737313661Unweighted total
---4-22135124026192551Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*--*****Fairly dissatisfied
-%-%-%-%-%-%*%-%-%*%*%*%*%*%

Neither satisfied nor
------23232226dissatisfied
-%-%-%-%-%-%8%9%13%8%6%9%7%13%

---*-*5841051512Fairly satisfied
-%-%-%5%-%2%24%24%35%25%20%8%21%23%

---4-2142362719151832Very satisfied
-%-%-%92%-%98%68%67%51%66%73%83%72%64%

Don't Know (DO NOT READ
---*---*******OUT)
-%-%-%3%-%-%-%*%1%1%*%1%*%1%

---4-21932113725172344NET: Satisfied
-%-%-%97%-%100%92%91%86%92%93%90%93%87%

------*--*****NET: Dissatisfied
-%-%-%-%-%-%*%-%-%*%*%*%*%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-101548-----224361Unweighted total
-39311-----*33751Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*---------**Fairly dissatisfied
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

Neither satisfied nor
----2-------36dissatisfied
-%-%-%-%15%-%-%-%-%-%-%-%8%13%

-12*2-----*1912Fairly satisfied
-%24%25%4%19%-%-%-%-%-%100%38%24%23%

-2737------22532Very satisfied
-%73%74%96%66%-%-%-%-%-%-%62%67%64%

Don't Know (DO NOT READ
-*----------**OUT)
-%4%-%-%-%-%-%-%-%-%-%-%1%1%

-3939-----*33444NET: Satisfied
-%96%99%100%85%-%-%-%-%-%100%100%91%87%

--*---------**NET: Dissatisfied
-%-%1%-%-%-%-%-%-%-%-%-%*%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*bab*a*c*ba*e*d*c*b*aSignificance Level: 95%
13634279236291910761Unweighted total
22524278*32252011251Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**------**Fairly dissatisfied
-%*%-%*%1%-%-%-%-%-%-%3%*%

Neither satisfied nor
-234--3-12--6dissatisfied
-%7%11%14%-%-%10%-%23%10%-%-%13%

24652*8-171212Fairly satisfied
100%15%27%19%24%100%25%-%18%32%10%76%23%

-1915186-21221210*32Very satisfied
-%78%61%66%75%-%64%100%53%58%90%21%64%

Don't Know (DO NOT READ
-***--*-*---*OUT)
-%*%1%*%-%-%1%-%6%-%-%-%1%

22321238*29231811244NET: Satisfied
100%93%88%85%99%100%90%100%71%90%100%97%87%

-*-**------**NET: Dissatisfied
-%*%-%*%1%-%-%-%-%-%-%3%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*ab*a*bab*aSignificance Level: 95%
-123019389234321261Unweighted total
-72212346*24281051Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*--*-*-**Fairly dissatisfied
-%-%*%-%-%1%-%*%-%1%*%

Neither satisfied nor
--2-21-2126dissatisfied
-%-%8%-%6%17%-%7%3%21%13%

-12491*37112Fairly satisfied
-%11%11%29%27%20%30%14%26%12%23%

-6179234*1920732Very satisfied
-%89%81%71%67%63%70%78%70%66%64%

Don't Know (DO NOT READ
--*-*--**-*OUT)
-%-%*%-%1%-%-%*%1%-%1%

-72012325*2327844NET: Satisfied
-%100%92%100%93%82%100%93%96%78%87%

--*--*-*-**NET: Dissatisfied
-%-%*%-%-%1%-%*%-%1%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*c*ba*d*c*b*aSignificance Level: 95%
11934313134-222740-11271661Unweighted total
*1522261922-162336-7171251Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*****-*---*--*Fairly dissatisfied
-%*%*%*%*%*%-%*%-%-%-%1%-%-%*%

Neither satisfied nor
--2322-333--2-6dissatisfied
-%-%8%12%9%7%-%19%13%8%-%-%10%-%13%

*13613-2410-11112Fairly satisfied
100%5%12%24%8%11%-%12%19%28%-%11%8%7%23%

-1417171518-111523-6141132Very satisfied
-%95%80%64%83%80%-%68%67%63%-%89%82%93%64%

Don't Know (DO NOT READ
--*-**---*--*-*OUT)
-%-%*%-%1%*%-%-%-%1%-%-%1%-%1%

*1520231720-132033-7151244NET: Satisfied
100%100%92%88%90%92%-%80%87%91%-%99%90%100%87%

-*****-*---*--*NET: Dissatisfied
-%*%*%*%*%*%-%*%-%-%-%1%-%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*d*c*b*aSignificance Level: 95%
321-2034101323132561Unweighted total
12*-17248920142151Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----**--*--*Fairly dissatisfied
-%-%-%-%*%*%-%-%*%-%-%*%

Neither satisfied nor
1---14112136dissatisfied

73%-%-%-%6%16%13%11%10%7%15%13%

*2*-251133512Fairly satisfied
7%100%100%-%10%22%16%15%17%23%22%23%

*---14146715101332Very satisfied
20%-%-%-%84%61%70%73%73%70%63%64%

Don't Know (DO NOT READ
-----*-----*OUT)
-%-%-%-%-%*%-%-%-%-%-%1%

*2*-16207818131844NET: Satisfied
27%100%100%-%94%83%87%89%90%93%85%87%

----**--*--*NET: Dissatisfied
-%-%-%-%*%*%-%-%*%-%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
3418441-265845605657525661Unweighted total
2219430-214937504648414751Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--*-******Fairly dissatisfied
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

Neither satisfied nor
6--5-163655256dissatisfied

29%-%-%16%-%5%13%7%13%10%11%5%11%13%

5525-611101291291212Fairly satisfied
21%24%39%18%-%30%23%28%23%20%24%23%25%23%

1114219-133124323131293032Very satisfied
48%76%61%65%-%64%64%64%64%69%65%72%64%64%

Don't Know (DO NOT READ
*--*-*********OUT)
2%-%-%1%-%1%*%1%*%1%*%*%*%1%

1519425-204334444043394244NET: Satisfied
69%100%100%83%-%94%87%92%87%89%89%95%88%87%

*--*--*-******NET: Dissatisfied
*%-%-%*%-%-%*%-%*%*%*%*%*%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*ba*c*ba*cb*ab*a*baSignificance Level: 95%
25362473093814431825161Unweighted total
193221624103011371424151Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---*--**-*Fairly dissatisfied
*%-%*%-%-%-%*%-%-%*%3%-%*%

Neither satisfied nor
2422314224236dissatisfied

11%13%8%34%11%11%12%15%6%30%97%7%13%

3951526484-912Fairly satisfied
16%27%25%23%21%18%19%37%21%28%-%23%23%

1319143167215266-2932Very satisfied
71%60%67%43%66%70%68%47%72%42%-%69%64%

Don't Know (DO NOT READ
**--***-*--**OUT)
2%*%-%-%2%1%1%-%1%-%-%1%1%

16281942182693410-3844NET: Satisfied
87%86%92%66%87%88%87%85%93%70%-%92%87%

*-*---*--**-*NET: Dissatisfied
*%-%*%-%-%-%*%-%-%*%3%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-71141749-561Unweighted total
2-41121526-251Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

---------*-**Fairly dissatisfied
-%-%-%-%-%-%-%-%-%1%-%3%*%

Neither satisfied nor
1-11---3-3--6dissatisfied

50%-%21%100%-%-%-%59%-%49%-%-%13%

--1--1-1*1-112Fairly satisfied
-%-%32%-%-%53%-%22%2%18%-%52%23%

1-2-111122-132Very satisfied
50%-%47%-%100%47%100%19%98%33%-%46%64%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

1-3-121223-244NET: Satisfied
50%-%79%-%100%100%100%41%100%50%-%97%87%

---------*-**NET: Dissatisfied
-%-%-%-%-%-%-%-%-%1%-%3%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
46567641123761Unweighted total
4468633823451Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

-------*---*Fairly dissatisfied
-%-%-%-%-%-%-%1%-%-%-%*%

Neither satisfied nor
---22--3---6dissatisfied
-%-%-%21%27%-%-%40%-%-%-%13%

**2*2211*2*12Fairly satisfied
3%4%30%1%29%73%22%18%22%82%12%23%

444631232*432Very satisfied
95%96%70%77%45%18%78%41%78%18%88%64%

Don't Know (DO NOT READ
*----*-----*OUT)
3%-%-%-%-%9%-%-%-%-%-%1%

4466433523444NET: Satisfied
97%100%100%79%73%91%100%59%100%100%100%87%

-------*---*NET: Dissatisfied
-%-%-%-%-%-%-%1%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 191  (continuation)                                                                                                                                                  Page 3334

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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
1018211261Unweighted total

82014951Weighted total

-----Very dissatisfied
-%-%-%-%-%

--*-*Fairly dissatisfied
-%-%*%-%*%

Neither satisfied nor
-33-6dissatisfied
-%17%22%-%13%

*44312Fairly satisfied
3%18%32%35%23%

8136632Very satisfied
95%65%43%65%64%

Don't Know (DO NOT READ
*-*-*OUT)
1%-%2%-%1%

81610944NET: Satisfied
99%83%75%100%87%

--*-*NET: Dissatisfied
-%-%*%-%*%
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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 those who use UPS (QV4=5)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
---11----44Unweighted total
---2*----44Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---2-----22Fairly dissatisfied
-%-%-%100%-%-%-%-%-%43%43%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----*----22Fairly satisfied
-%-%-%-%100%-%-%-%-%50%50%

---------**Very satisfied
-%-%-%-%-%-%-%-%-%7%7%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

----*----22NET: Satisfied
-%-%-%-%100%-%-%-%-%57%57%

---2-----22NET: Dissatisfied
-%-%-%100%-%-%-%-%-%43%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-2-1--1----4Unweighted total
**-4-2--2----4Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-2-------2Fairly dissatisfied
-%-%-%50%-%100%-%-%-%-%-%-%-%43%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-2----2----2Fairly satisfied
-%100%-%50%-%-%-%-%100%-%-%-%-%50%

*------------*Very satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-2----2----2NET: Satisfied
100%100%-%50%-%-%-%-%100%-%-%-%-%57%

---2-2-------2NET: Dissatisfied
-%-%-%50%-%100%-%-%-%-%-%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-4132--2----4Unweighted total
-4222--2----4Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-22----2----2Fairly dissatisfied
-%43%100%-%-%-%-%86%-%-%-%-%43%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2Fairly satisfied
-%50%-%88%86%-%-%14%-%-%-%-%50%

-*-**-------*Very satisfied
-%7%-%12%14%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-22--*----2NET: Satisfied
-%57%-%100%100%-%-%14%-%-%-%-%57%

-22----2----2NET: Dissatisfied
-%43%100%-%-%-%-%86%-%-%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2-2-44Unweighted total
2-2-44Weighted total

------Very dissatisfied
-%-%-%-%-%-%

--2-22Fairly dissatisfied
-%-%86%-%43%43%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

2---22Fairly satisfied
100%-%-%-%50%50%

--*-**Very satisfied
-%-%14%-%7%7%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2-*-22NET: Satisfied
100%-%14%-%57%57%

--2-22NET: Dissatisfied
-%-%86%-%43%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21113-----1124Unweighted total
22*22-----2*24Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-------22Fairly dissatisfied
-%100%-%-%76%-%-%-%-%-%-%-%86%43%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2*-----2*-2Fairly satisfied
100%-%-%100%12%-%-%-%-%-%100%100%-%50%

--*-*-------**Very satisfied
-%-%100%-%12%-%-%-%-%-%-%-%14%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*21-----2**2NET: Satisfied
100%-%100%100%24%-%-%-%-%-%100%100%14%57%

-2--2-------22NET: Dissatisfied
-%100%-%-%76%-%-%-%-%-%-%-%86%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------23132214Unweighted total
------22*422*4Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-------2-2---2Fairly dissatisfied
-%-%-%-%-%-%-%76%-%47%-%-%-%43%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2**222*2Fairly satisfied
-%-%-%-%-%-%100%12%100%53%100%100%100%50%

-------*-----*Very satisfied
-%-%-%-%-%-%-%12%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------21*222*2NET: Satisfied
-%-%-%-%-%-%100%24%100%53%100%100%100%57%

-------2-2---2NET: Dissatisfied
-%-%-%-%-%-%-%76%-%47%-%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-11-------1-24Unweighted total
-*2-------2-24Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------22Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%86%43%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2-------2-*2Fairly satisfied
-%100%100%-%-%-%-%-%-%-%100%-%14%50%

-------------*Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*2-------2-*2NET: Satisfied
-%100%100%-%-%-%-%-%-%-%100%-%14%57%

------------22NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%86%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-222--3-21--4Unweighted total
-222--4-22--4Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--2---2--2--2Fairly dissatisfied
-%-%86%-%-%-%47%-%-%100%-%-%43%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2--2-2---2Fairly satisfied
-%100%-%100%-%-%53%-%100%-%-%-%50%

--*---------*Very satisfied
-%-%14%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2*2--2-2---2NET: Satisfied
-%100%14%100%-%-%53%-%100%-%-%-%57%

--2---2--2--2NET: Dissatisfied
-%-%86%-%-%-%47%-%-%100%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--1-12-2124Unweighted total
--*-22-2224Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

----2---2-2Fairly dissatisfied
-%-%-%-%100%-%-%-%100%-%43%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--*--2-2-22Fairly satisfied
-%-%100%-%-%100%-%100%-%100%50%

----------*Very satisfied
-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*--2-2-22NET: Satisfied
-%-%100%-%-%100%-%100%-%100%57%

----2---2-2NET: Dissatisfied
-%-%-%-%100%-%-%-%100%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---221-113--124Unweighted total
---22*-**4--*24Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------2----2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%47%-%-%-%-%43%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---22*-**2--*22Fairly satisfied
-%-%-%100%100%100%-%100%100%53%-%-%100%100%50%

--------------*Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---22*-**2--*22NET: Satisfied
-%-%-%100%100%100%-%100%100%53%-%-%100%100%57%

---------2----2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%47%-%-%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1----1-131-4Unweighted total
2----*-*4*-4Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

--------2--2Fairly dissatisfied
-%-%-%-%-%-%-%-%47%-%-%43%

Neither satisfied nor
------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

2----*-*2*-2Fairly satisfied
100%-%-%-%-%100%-%100%53%100%-%50%

-----------*Very satisfied
-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

2----*-*2*-2NET: Satisfied
100%-%-%-%-%100%-%100%53%100%-%57%

--------2--2NET: Dissatisfied
-%-%-%-%-%-%-%-%47%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
-2-2-132423334Unweighted total
-2-2-242424444Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------2-2-2222Fairly dissatisfied
-%-%-%-%-%-%47%-%43%-%47%47%47%43%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-222222222Fairly satisfied
-%100%-%100%-%100%53%100%50%100%53%53%53%50%

--------*----*Very satisfied
-%-%-%-%-%-%-%-%7%-%-%-%-%7%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2-222222222NET: Satisfied
-%100%-%100%-%100%53%100%57%100%53%53%53%57%

------2-2-2222NET: Dissatisfied
-%-%-%-%-%-%47%-%43%-%47%47%47%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
311-3-2231-34Unweighted total
22*-4-2222-44Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2--2-2--2-22Fairly dissatisfied
-%100%-%-%47%-%86%-%-%100%-%47%43%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2---2--22--22Fairly satisfied
88%-%-%-%53%-%-%100%88%-%-%46%50%

*-*---*-*--**Very satisfied
12%-%100%-%-%-%14%-%12%-%-%7%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*-2-*22--22NET: Satisfied
100%-%100%-%53%-%14%100%100%-%-%53%57%

-2--2-2--2-22NET: Dissatisfied
-%100%-%-%47%-%86%-%-%100%-%47%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------4Unweighted total
------------4Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%43%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%50%

------------*Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%7%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------2NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%57%

------------2NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q2 2018Q1 2018Oct' 2018Jun' 2018May' 2018Feb' 2018Total base

*c*b*a*d*c*b*aSignificance Level: 95%
12111114Unweighted total
2122**24Weighted total

--------Very dissatisfied
-%-%-%-%-%-%-%-%

--2---22Fairly dissatisfied
-%-%100%-%-%-%100%43%

Neither satisfied nor
--------dissatisfied
-%-%-%-%-%-%-%-%

2*-2*--2Fairly satisfied
100%50%-%100%100%-%-%50%

-*---*-*Very satisfied
-%50%-%-%-%100%-%7%

Don't Know (DO NOT READ
--------OUT)
-%-%-%-%-%-%-%-%

21-2**-2NET: Satisfied
100%100%-%100%100%100%-%57%

--2---22NET: Dissatisfied
-%-%100%-%-%-%100%43%
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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 those who use Yodel (QV4=6)

Columns Tested: a,b,c,d - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
64526192215165981Unweighted total
21427222**27072Weighted total

---1-*--*11Very dissatisfied
-%-%-%4%-%2%-%-%3%2%2%

---2-----44Fairly dissatisfied
-%-%-%6%-%-%-%-%-%6%6%

Neither satisfied nor
*-224*--*99dissatisfied
5%-%48%6%17%5%-%-%6%13%13%

2*21171**12627Fairly satisfied
85%60%52%40%32%46%100%48%44%38%38%

**-10111-*12728Very satisfied
10%40%-%36%51%47%-%52%47%39%39%

21221182**25355NET: Satisfied
95%100%52%76%83%93%100%100%91%77%77%

---3-*--*56NET: Dissatisfied
-%-%-%10%-%2%-%-%3%8%8%

Don't Know (DO NOT READ
---2-----22OUT)
-%-%-%7%-%-%-%-%-%3%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1312947394115-72681Unweighted total

532631106148-1021072Weighted total

--*1--1------1Very dissatisfied
-%-%2%2%-%-%17%-%-%-%-%-%-%2%

---4---1--2-24Fairly dissatisfied
-%-%-%7%-%-%-%7%-%-%17%-%16%6%

Neither satisfied nor
-*-9-2222-2--9dissatisfied
-%11%-%14%-%18%26%12%22%-%18%-%-%13%

1212314-52-6-527Fairly satisfied
30%87%28%37%82%37%-%36%22%-%64%-%48%38%

3*123*5464--2228Very satisfied
70%2%70%37%18%45%57%44%56%-%-%100%18%39%

52246194116-62755NET: Satisfied
100%89%98%74%100%82%57%80%78%-%64%100%66%77%

--*5--11--2-26NET: Dissatisfied
-%-%2%9%-%-%17%7%-%-%17%-%16%8%

Don't Know (DO NOT READ
---2--------22OUT)
-%-%-%3%-%-%-%-%-%-%-%-%18%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*baba*h*g*fe*d*c*b*aSignificance Level: 95%
47731502222308214181Unweighted total
2701655173*301029172Weighted total

-1*1-1----*-1Very dissatisfied
-%2%*%2%-%36%-%-%-%-%1%-%2%

-4133--2----4Fairly dissatisfied
-%6%6%6%16%-%-%5%-%-%-%-%6%

Neither satisfied nor
27*94--5--*-9dissatisfied

83%10%1%16%21%-%-%18%-%-%1%-%13%

b

*278192-*10726-27Fairly satisfied
17%39%48%35%13%-%100%34%69%100%69%-%38%

-2872192-113-3128Very satisfied
-%40%45%37%50%64%-%36%31%-%29%100%39%

*551540112*211028155NET: Satisfied
17%79%93%72%63%64%100%71%100%100%98%100%77%

a

-61431-2--*-6NET: Dissatisfied
-%8%7%8%16%36%-%5%-%-%1%-%8%

Don't Know (DO NOT READ
-2-2---2----2OUT)
-%3%-%3%-%-%-%6%-%-%-%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4083337881Unweighted total
3492956672Weighted total

1-*-11Very dissatisfied
3%-%*%-%2%2%

31--44Fairly dissatisfied
10%11%-%-%7%6%

Neither satisfied nor
423-99dissatisfied

11%20%12%-%14%13%

1321252227Fairly satisfied
39%24%41%100%33%38%

12412-2828Very satisfied
36%45%41%-%42%39%

2562355055NET: Satisfied
76%69%82%100%75%77%

41*-66NET: Dissatisfied
13%11%*%-%8%8%

a

Don't Know (DO NOT READ
--2-22OUT)
-%-%7%-%3%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

c*b*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
392913972----27304281Unweighted total
332514665----24263972Weighted total

1---1------1-1Very dissatisfied
3%-%-%-%2%-%-%-%-%-%-%4%-%2%

4--23-----23-4Fairly dissatisfied
14%-%-%26%4%-%-%-%-%-%41%11%-%6%

a

Neither satisfied nor
45--9------459dissatisfied

12%21%-%-%14%-%-%-%-%-%-%15%13%13%

10116423----2261727Fairly satisfied
31%44%42%62%36%-%-%-%-%80%52%24%44%38%

1198127----**101728Very satisfied
34%35%58%12%42%-%-%-%-%20%7%40%43%39%

212014551----22173455NET: Satisfied
65%79%100%74%77%-%-%-%-%100%59%63%87%77%

b

6--24-----24-6NET: Dissatisfied
17%-%-%26%6%-%-%-%-%-%41%15%-%8%

a

Don't Know (DO NOT READ
2---2------2-2OUT)
6%-%-%-%3%-%-%-%-%-%-%7%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*baf*edcbaSignificance Level: 95%
-----45360235857455181Unweighted total
-----24256174644343772Weighted total

-----*-**1***1Very dissatisfied
-%-%-%-%-%2%-%*%*%2%*%*%*%2%

-----234344444Fairly dissatisfied
-%-%-%-%-%79%7%8%16%9%10%13%12%6%

Neither satisfied nor
------69446469dissatisfied
-%-%-%-%-%-%14%16%22%8%13%11%15%13%

-----*16175181681227Fairly satisfied
-%-%-%-%-%14%37%31%27%38%36%24%33%38%

-----*162341716151328Very satisfied
-%-%-%-%-%5%38%41%24%37%36%46%35%39%

-----*314093532242555NET: Satisfied
-%-%-%-%-%19%75%72%51%76%73%70%68%77%

-----234364446NET: Dissatisfied
-%-%-%-%-%81%7%8%17%12%10%13%12%8%

Don't Know (DO NOT READ
------22222222OUT)
-%-%-%-%-%-%5%3%11%4%4%6%5%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
18201414----1235281Unweighted total
*4151014----2333972Weighted total

--*---------11Very dissatisfied
-%-%*%-%-%-%-%-%-%-%-%-%3%2%

-212-----2--34Fairly dissatisfied
-%37%7%17%-%-%-%-%-%100%-%-%7%6%

Neither satisfied nor
--4*2------229dissatisfied
-%-%24%1%14%-%-%-%-%-%-%57%5%13%

-2438------11727Fairly satisfied
-%39%25%26%54%-%-%-%-%-%-%28%44%38%

*1753-----3*1428Very satisfied
100%24%44%55%18%-%-%-%-%-%100%15%37%39%

*310811-----313155NET: Satisfied
100%63%69%82%73%-%-%-%-%-%100%43%80%77%

-212-----2--46NET: Dissatisfied
-%37%7%17%-%-%-%-%-%100%-%-%10%8%

Don't Know (DO NOT READ
----2-------22OUT)
-%-%-%-%13%-%-%-%-%-%-%-%5%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*baba*c*ba*e*d*c*b*aSignificance Level: 95%
9484239123432171416981Unweighted total
63836364240*131411772Weighted total

-*1---1-1*--1Very dissatisfied
-%*%3%-%-%-%3%-%8%*%-%-%2%

-423--4-21-24Fairly dissatisfied
-%12%5%8%-%-%11%-%13%7%-%23%6%

Neither satisfied nor
2464--4*-22-9dissatisfied

30%10%16%10%-%-%9%27%-%13%16%-%13%

21410171215-742427Fairly satisfied
37%36%29%47%27%100%37%-%52%32%20%58%38%

21415133-14*475128Very satisfied
33%37%42%36%73%-%35%73%27%47%47%20%39%

42825304229*10118655NET: Satisfied
70%73%71%82%100%100%72%73%79%79%67%77%77%

-433--6-31-26NET: Dissatisfied
-%12%8%8%-%-%14%-%21%8%-%23%8%

Don't Know (DO NOT READ
-22---2---2-2OUT)
-%5%5%-%-%-%5%-%-%-%17%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbab*a*ba*b*aSignificance Level: 95%
-1339354216248291681Unweighted total
-1029233214238191672Weighted total

-*-*1--*1-1Very dissatisfied
-%*%-%*%3%-%-%*%6%-%2%

-24131-4314Fairly dissatisfied
-%17%15%5%10%8%-%12%17%7%6%

Neither satisfied nor
--444-244-9dissatisfied
-%-%13%17%12%-%97%10%19%-%13%

-5910126*142727Fairly satisfied
-%56%32%44%38%40%3%36%12%45%38%

-3108107-147828Very satisfied
-%27%33%34%31%52%-%37%35%48%39%

-819182213*2891555NET: Satisfied
-%82%66%78%69%92%3%73%48%93%77%

-24141-4416NET: Dissatisfied
-%18%15%5%14%8%-%12%23%7%8%

Don't Know (DO NOT READ
--2-2--22-2OUT)
-%-%6%-%6%-%-%5%10%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*bacba*d*c*ba*d*cb*aSignificance Level: 95%
128363336442122749-9342681Unweighted total
*2126232831171741-6281772Weighted total

--*1**---1--*-1Very dissatisfied
-%-%*%5%*%*%-%-%-%3%-%-%*%-%2%

-33144--14-2414Fairly dissatisfied
-%13%11%5%16%14%-%-%6%11%-%30%16%6%6%

Neither satisfied nor
-24224-224-*229dissatisfied
-%9%13%8%6%12%-%27%11%9%-%2%7%11%13%

-612781014717-17527Fairly satisfied
-%28%45%32%28%32%100%58%39%41%-%24%24%32%38%

*96111211-1813-313928Very satisfied
100%41%24%50%44%36%-%15%44%32%-%45%46%51%39%

*1418192021151430-4201455NET: Satisfied
100%69%69%83%72%68%100%73%83%73%-%69%70%83%77%

-33244--16-2416NET: Dissatisfied
-%13%11%10%16%14%-%-%6%13%-%30%16%6%8%

Don't Know (DO NOT READ
-22-22---2--2-2OUT)
-%9%7%-%7%6%-%-%-%5%-%-%7%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*ba*e*dc*b*aSignificance Level: 95%
1522263591040172781Unweighted total
272322274432132172Weighted total

-----****--1Very dissatisfied
-%-%-%-%-%*%1%1%*%-%-%2%

-2-133223334Fairly dissatisfied
-%23%-%36%12%10%48%40%9%21%13%6%

Neither satisfied nor
-22-24**2-29dissatisfied
-%26%86%-%9%13%3%2%6%-%9%13%

22-251111155827Fairly satisfied
100%28%-%64%23%40%26%32%48%43%37%38%

-2*-10811125928Very satisfied
-%23%14%-%47%30%22%25%37%36%41%39%

24*215192227101655NET: Satisfied
100%51%14%64%70%69%48%57%85%79%78%77%

-2-133223336NET: Dissatisfied
-%23%-%36%12%10%49%41%9%21%13%8%

Don't Know (DO NOT READ
----22-----2OUT)
-%-%-%-%9%7%-%-%-%-%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
4023353-297164777572637181Unweighted total
2925441-225956676561515972Weighted total

1--1--1-*1***1Very dissatisfied
4%-%-%3%-%-%2%-%*%2%*%*%*%2%

-43--333444444Fairly dissatisfied
-%18%72%-%-%13%5%5%7%7%7%9%7%6%

Neither satisfied nor
34-5-277777779dissatisfied

11%16%-%12%-%8%12%13%11%11%12%14%12%13%

910116-102121252323172127Fairly satisfied
30%41%28%39%-%48%36%38%38%36%38%34%36%38%

146-17-72525282724202428Very satisfied
48%25%-%41%-%31%42%44%42%41%40%40%41%39%

2217133-174646535047374555NET: Satisfied
78%66%28%80%-%79%78%82%80%77%78%73%77%77%

1431-343464446NET: Dissatisfied
4%18%72%3%-%13%7%5%7%9%7%9%8%8%

Don't Know (DO NOT READ
2--2--2-222222OUT)
7%-%-%5%-%-%3%-%3%3%3%4%3%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*cb*ab*a*baSignificance Level: 95%
36453683795715621927281Unweighted total
35373373275014522016572Weighted total

1*--1-1-*1-11Very dissatisfied
3%*%-%-%3%-%2%-%*%5%-%2%2%

-43-1-3232-44Fairly dissatisfied
-%12%10%-%3%-%6%12%5%8%-%7%6%

b

Neither satisfied nor
272-7*5446*69dissatisfied
6%19%6%-%22%1%10%28%7%28%18%9%13%

c

1414124115165189-2427Fairly satisfied
39%37%37%59%35%73%33%38%34%47%-%37%38%

1612143122233262*2828Very satisfied
46%32%41%41%36%25%46%22%50%12%82%43%39%

30262672373994412*5255NET: Satisfied
85%69%78%100%71%99%79%60%84%59%82%80%77%

143-2-4233-66NET: Dissatisfied
3%12%10%-%7%-%8%12%5%14%-%9%8%

Don't Know (DO NOT READ
2-2---2-2--22OUT)
5%-%6%-%-%-%4%-%4%-%-%3%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
52764967141311781Unweighted total
3131142466*572Weighted total

1-*--*-111-*1Very dissatisfied
42%-%2%-%-%1%-%31%18%19%-%1%2%

------------4Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%6%

Neither satisfied nor
------------9dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%13%

***11*1*11-127Fairly satisfied
4%4%4%86%91%2%47%1%22%18%-%28%38%

112**41244*428Very satisfied
54%96%95%14%9%96%53%68%60%63%100%71%39%

1131142355*555NET: Satisfied
58%100%98%100%100%99%100%69%82%81%100%99%77%

1-*--*-111-*6NET: Dissatisfied
42%-%2%-%-%1%-%31%18%19%-%1%8%

Don't Know (DO NOT READ
------------2OUT)
-%-%-%-%-%-%-%-%-%-%-%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
466977452023881Unweighted total
4104137534824872Weighted total

--------1---1Very dissatisfied
-%-%-%-%-%-%-%-%14%-%-%-%2%

---2--1----24Fairly dissatisfied
-%-%-%12%-%-%39%-%-%-%-%21%6%

Neither satisfied nor
--232-*---2-9dissatisfied
-%-%44%25%29%-%11%-%-%-%44%-%13%

*6223512122127Fairly satisfied
2%56%47%14%52%89%50%45%19%100%56%10%38%

44*411-25--628Very satisfied
98%44%8%34%19%11%-%55%66%-%-%69%39%

410265514722655NET: Satisfied
100%100%56%48%71%100%50%100%86%100%56%79%77%

---2--1-1--26NET: Dissatisfied
-%-%-%12%-%-%39%-%14%-%-%21%8%

Don't Know (DO NOT READ
---2--------2OUT)
-%-%-%14%-%-%-%-%-%-%-%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
1623291381Unweighted total
1925141472Weighted total

--1-1Very dissatisfied
-%-%8%-%2%

-2124Fairly dissatisfied
-%7%8%12%6%

Neither satisfied nor
25*29dissatisfied

10%21%2%12%13%

8104527Fairly satisfied
41%40%32%37%38%

967628Very satisfied
48%25%51%39%39%

1716121155NET: Satisfied
90%65%82%76%77%

-2226NET: Dissatisfied
-%7%15%12%8%

Don't Know (DO NOT READ
-2--2OUT)
-%8%-%-%3%
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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 those who use Parcelforce (QV4=7)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*baSignificance Level: 95%
21216172--24850Unweighted total
3*32123*--*6767Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

1--2*----99Fairly dissatisfied
34%-%-%9%1%-%-%-%-%13%13%

Neither satisfied nor
-*-73*--*1212dissatisfied
-%100%-%33%14%77%-%-%77%17%18%

--195----2121Fairly satisfied
-%-%36%45%23%-%-%-%-%32%31%

2-2315*--*2626Very satisfied
66%-%64%13%62%23%-%-%23%38%38%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

2-31220*--*4747NET: Satisfied
66%-%100%58%85%23%-%-%23%70%70%

1--2*----99NET: Dissatisfied
34%-%-%9%1%-%-%-%-%13%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1444147494-34650Unweighted total
*11656106157-58867Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-816--2----9Fairly dissatisfied
-%21%-%13%17%57%-%-%24%-%-%-%-%13%

Neither satisfied nor
*1-11-3-5----312dissatisfied

100%57%-%17%-%33%-%32%-%-%-%-%33%18%

-**213-454-32121Fairly satisfied
-%21%31%32%50%-%55%33%51%-%60%25%13%31%

--12521352-26526Very satisfied
-%-%69%39%33%11%45%35%25%-%40%75%54%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*145516105-58647NET: Satisfied
-%21%100%70%83%11%100%68%76%-%100%100%67%70%

-*-816--2----9NET: Dissatisfied
-%21%-%13%17%57%-%-%24%-%-%-%-%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*ba*h*g*f*e*d*c*b*aSignificance Level: 95%
4461535181127--3-50Unweighted total
562155222*238--4-67Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-9451--7----9Fairly dissatisfied
-%14%26%9%6%-%-%19%-%-%-%-%13%

Neither satisfied nor
-12485--7----12dissatisfied
-%19%25%15%21%-%-%19%-%-%-%-%18%

*2151611--7--3-21Fairly satisfied
6%33%32%31%51%-%-%19%-%-%58%-%31%

5213235*217--2-26Very satisfied
94%34%17%44%22%100%100%44%-%-%42%-%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

54273916*224--4-47NET: Satisfied
100%67%49%75%73%100%100%62%-%-%100%-%70%

-9451--7----9NET: Dissatisfied
-%14%26%9%6%-%-%19%-%-%-%-%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
2352224850Unweighted total
3143246367Weighted total

------Very dissatisfied
-%-%-%-%-%-%

4-5-99Fairly dissatisfied
13%-%14%-%14%13%

Neither satisfied nor
714-1212dissatisfied

22%24%13%-%19%18%

8112-2121Fairly satisfied
26%28%37%-%33%31%

1221242226Very satisfied
39%48%36%100%34%38%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2032344347NET: Satisfied
65%76%73%100%68%70%

4-5-99NET: Dissatisfied
13%-%14%-%14%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*baSignificance Level: 95%
14279644--1-1483650Unweighted total
163912860--*-2595167Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

26-27----2-*69Fairly dissatisfied
13%17%-%25%11%-%-%-%-%100%-%3%13%13%

Neither satisfied nor
534210--*--23712dissatisfied

28%8%35%26%17%-%-%100%-%-%31%30%14%18%

4143219-----221721Fairly satisfied
25%36%24%28%32%-%-%-%-%-%39%22%33%31%

5155224-----242026Very satisfied
33%39%41%22%40%-%-%-%-%-%30%44%40%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9308443-----463747NET: Satisfied
59%75%65%50%72%-%-%-%-%-%69%66%73%70%

26-27----2-*69NET: Dissatisfied
13%17%-%25%11%-%-%-%-%100%-%3%13%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*ed*c*b*aSignificance Level: 95%
--13-22034133726232250Unweighted total
--*4-32550184933292667Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------58255559Fairly dissatisfied
-%-%-%-%-%-%19%15%11%9%15%16%18%13%

Neither satisfied nor
---*-251141077412dissatisfied
-%-%-%6%-%53%21%22%24%20%22%25%17%18%

--*2--10136151210921Fairly satisfied
-%-%100%47%-%-%40%26%33%30%37%34%33%31%

---2-251862087826Very satisfied
-%-%-%47%-%47%19%37%32%41%26%25%32%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*4-21531113521171747NET: Satisfied
-%-%100%94%-%47%60%62%65%71%63%59%65%70%

------58255559NET: Dissatisfied
-%-%-%-%-%-%19%15%11%9%15%16%18%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-853101-1-21-3350Unweighted total
-107313*-*-32-4367Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-12----2--39Fairly dissatisfied
-%18%-%35%16%-%-%-%-%53%-%-%6%13%

Neither satisfied nor
-23-2*-*----912dissatisfied
-%19%46%-%16%100%-%100%-%-%-%-%22%18%

-3226-----2-1321Fairly satisfied
-%29%26%62%45%-%-%-%-%-%100%-%30%31%

-42*3----2--1826Very satisfied
-%34%27%3%22%-%-%-%-%47%-%-%42%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-6429----22-3147NET: Satisfied
-%63%54%65%68%-%-%-%-%47%100%-%72%70%

-2-12----2--39NET: Dissatisfied
-%18%-%35%16%-%-%-%-%53%-%-%6%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*ba*e*d*c*b*aSignificance Level: 95%
32329214231271171050Unweighted total
429432451432915101267Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

238*1-4-22-19Fairly dissatisfied
44%11%20%1%20%-%9%-%21%12%-%7%13%

Neither satisfied nor
-775*-9*32-412dissatisfied
-%25%17%19%6%-%22%11%37%14%-%32%18%

*1210112-13-263421Fairly satisfied
8%42%24%44%35%-%31%-%24%42%26%28%31%

2617921172258426Very satisfied
48%23%39%36%39%100%39%89%18%32%74%32%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

21827203130241110847NET: Satisfied
56%64%64%80%74%100%70%89%42%74%100%61%70%

238*1-4-22-19NET: Dissatisfied
44%11%20%1%20%-%9%-%21%12%-%7%13%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 194  (continuation)                                                                                                                                                  Page 3374

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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-419829822421850Unweighted total
-523740933028967Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--325-325-9Fairly dissatisfied
-%-%14%27%12%-%100%7%16%-%13%

Neither satisfied nor
--3273-74412dissatisfied
-%-%15%29%16%35%-%24%13%47%18%

-382104-127421Fairly satisfied
-%60%34%29%25%52%-%41%25%52%31%

-281191-813*26Very satisfied
-%40%37%15%47%13%-%28%46%1%38%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-5163296-2120547NET: Satisfied
-%100%71%44%72%65%-%69%71%53%70%

--325-325-9NET: Dissatisfied
-%-%14%27%12%-%100%7%16%-%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1715182021-22025-218850Unweighted total
-2018182625-32731-2221267Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-23133--23--329Fairly dissatisfied
-%11%15%5%11%12%-%-%7%9%-%-%14%15%13%

Neither satisfied nor
-34664-156--3512dissatisfied
-%17%23%32%23%18%-%36%20%19%-%-%15%41%18%

-687109--68--8321Fairly satisfied
-%29%45%41%38%36%-%-%24%27%-%-%38%29%31%

-83478-21314-27226Very satisfied
-%42%17%22%28%34%-%64%49%46%-%100%33%15%38%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1411121717-22023-216547NET: Satisfied
-%72%62%63%66%69%-%64%73%72%-%100%71%44%70%

-23133--23--329NET: Dissatisfied
-%11%15%5%11%12%-%-%7%9%-%-%14%15%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
151318141-17131250Unweighted total
262521172-19161567Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----23--2239Fairly dissatisfied
-%-%-%-%10%16%-%-%10%11%18%13%

Neither satisfied nor
-2-333--51512dissatisfied
-%26%-%60%16%18%-%-%29%8%33%18%

212-87--65321Fairly satisfied
100%15%100%-%35%42%-%-%29%29%17%31%

-4-2842-68526Very satisfied
-%59%-%40%39%24%100%-%32%52%32%38%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

242216112-1213747NET: Satisfied
100%74%100%40%74%65%100%-%62%80%49%70%

----23--2239NET: Dissatisfied
-%-%-%-%10%16%-%-%10%11%18%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cbaedcbaSignificance Level: 95%
1716425-164535484345354450Unweighted total
1721430-226043655762486067Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12-3-397979999Fairly dissatisfied
5%10%-%9%-%13%14%16%13%12%14%18%14%13%

Neither satisfied nor
7126-5121012121061012dissatisfied

40%5%36%21%-%22%20%23%18%21%16%13%16%18%

41119-61916211719171921Fairly satisfied
21%50%25%31%-%28%31%38%32%31%31%36%32%31%

68212-82110242125162326Very satisfied
34%35%39%39%-%38%35%23%37%37%40%33%38%38%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

918321-154026453843334247NET: Satisfied
55%85%64%69%-%66%66%61%69%67%70%69%69%70%

12-3-397979999NET: Dissatisfied
5%10%-%9%-%13%14%16%13%12%14%18%14%13%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 194  (continuation)                                                                                                                                                  Page 3378

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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*ab*a*baSignificance Level: 95%
26241752853312381214250Unweighted total
323520839647145017*5667Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

45*4526*17-49Fairly dissatisfied
13%13%1%49%12%33%14%2%2%43%-%7%13%

Neither satisfied nor
487-5-10275*712dissatisfied

12%23%34%-%12%-%21%13%13%30%100%13%18%

11106-152155183-2121Fairly satisfied
35%28%28%-%39%28%32%32%36%17%-%38%31%

131374142167242-2426Very satisfied
40%37%36%51%37%39%34%53%48%10%-%42%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

24231343043112425-4547NET: Satisfied
75%64%64%51%76%67%65%85%84%26%-%80%70%

45*4526*17-49NET: Dissatisfied
13%13%1%49%12%33%14%2%2%43%-%7%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
114113-234-450Unweighted total
113113-234-467Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--1--1-----19Fairly dissatisfied
-%-%29%-%-%32%-%-%-%-%-%23%13%

Neither satisfied nor
-1---1-111-112dissatisfied
-%100%-%-%-%36%-%53%35%26%-%27%18%

--1-11-111-121Fairly satisfied
-%-%29%-%100%32%-%47%30%23%-%23%31%

1-11----12-126Very satisfied
100%-%42%100%-%-%-%-%35%52%-%27%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-2111-123-247NET: Satisfied
100%-%71%100%100%32%-%47%65%74%-%50%70%

--1--1-----19NET: Dissatisfied
-%-%29%-%-%32%-%-%-%-%-%23%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18563364713350Unweighted total
21581045426*5567Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-----*-1-429Fairly dissatisfied
100%-%-%-%-%-%7%-%15%-%68%34%13%

Neither satisfied nor
-22-*-211*2212dissatisfied
-%12%26%-%6%-%52%30%17%100%32%34%18%

-52522211--221Fairly satisfied
-%38%24%48%47%32%41%55%15%-%-%32%31%

-74524-*3---26Very satisfied
-%50%50%52%47%68%-%15%54%-%-%-%38%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1361045214--247NET: Satisfied
-%88%74%100%94%100%41%70%69%-%-%32%70%

2-----*-1-429NET: Dissatisfied
100%-%-%-%-%-%7%-%15%-%68%34%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
141217750Unweighted total
2420121167Weighted total

-----Very dissatisfied
-%-%-%-%-%

2-159Fairly dissatisfied
8%-%10%49%13%

Neither satisfied nor
4*4412dissatisfied

16%1%30%36%18%

784221Fairly satisfied
30%43%29%15%31%

11114-26Very satisfied
46%55%30%-%38%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

18197247NET: Satisfied
76%99%60%15%70%

2-159NET: Dissatisfied
8%-%10%49%13%
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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 those who use Hermes (QV4=8)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
432361523101934Unweighted total
*233102**12729Weighted total

---------11Very dissatisfied
-%-%-%-%-%-%-%-%-%4%4%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----2**--44dissatisfied
-%-%-%-%18%8%57%-%-%14%13%

*23-21**189Fairly satisfied
69%100%100%-%17%53%43%68%52%29%31%

*--361-*11415Very satisfied
31%-%-%100%65%39%-%32%48%53%52%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*23382**12224NET: Satisfied
100%100%100%100%82%92%43%100%100%82%83%

---------11NET: Dissatisfied
-%-%-%-%-%-%-%-%-%4%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-330-5451-101434Unweighted total
*-128-425*-112329Weighted total

---1------1--1Very dissatisfied
-%-%-%4%-%-%-%-%-%-%10%-%-%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---4-*----2-24dissatisfied
-%-%-%14%-%4%-%-%-%-%16%-%57%13%

--*9-212--3-*9Fairly satisfied
-%-%5%32%-%52%54%41%-%-%31%-%3%31%

*-114-213*-52115Very satisfied
100%-%95%50%-%45%46%59%100%-%43%100%40%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-123-425*-82124NET: Satisfied
100%-%100%82%-%96%100%100%100%-%74%100%43%83%

---1------1--1NET: Dissatisfied
-%-%-%4%-%-%-%-%-%-%10%-%-%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
9258268-210-113-34Unweighted total
6233269-28-19-29Weighted total

-1-1-----1--1Very dissatisfied
-%5%-%4%-%-%-%-%-%100%-%-%4%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-4-42-----2-4dissatisfied
-%17%-%15%21%-%-%-%-%-%21%-%13%

*9182-25--1-9Fairly satisfied
5%37%44%29%19%-%100%62%-%-%8%-%31%

5102136--3--6-15Very satisfied
95%42%56%51%60%-%-%38%-%-%72%-%52%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

6183217-28--7-24NET: Satisfied
100%79%100%81%79%-%100%100%-%-%79%-%83%

-1-1-----1--1NET: Dissatisfied
-%5%-%4%-%-%-%-%-%100%-%-%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
17512-3434Unweighted total
13412-2929Weighted total

1---11Very dissatisfied
8%-%-%-%4%4%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
2-2-44dissatisfied

15%-%16%-%13%13%

432-99Fairly satisfied
27%94%17%-%31%31%

7*8-1515Very satisfied
50%6%68%-%52%52%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

10410-2424NET: Satisfied
77%100%84%-%83%83%

1---11NET: Dissatisfied
8%-%-%-%4%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
18115727----25111634Unweighted total
15104425----22111429Weighted total

1---1------1-1Very dissatisfied
7%-%-%-%4%-%-%-%-%-%-%10%-%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*4--4------*44dissatisfied
1%37%-%-%16%-%-%-%-%-%-%2%26%13%

72*27----2*529Fairly satisfied
47%19%6%52%28%-%-%-%-%100%8%45%15%31%

744213-----25815Very satisfied
45%44%94%48%53%-%-%-%-%-%92%44%59%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1364420----2291124NET: Satisfied
92%63%100%100%80%-%-%-%-%100%100%88%74%83%

1---1------1-1NET: Dissatisfied
7%-%-%-%4%-%-%-%-%-%-%10%-%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---1-21922122422162034Unweighted total
---2-*1721112019111729Weighted total

------1--11111Very dissatisfied
-%-%-%-%-%-%6%-%-%5%6%10%6%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----*22242*24dissatisfied
-%-%-%-%-%76%11%9%19%19%11%2%12%13%

-----*87399579Fairly satisfied
-%-%-%-%-%24%51%33%29%44%46%49%40%31%

---2--5126674715Very satisfied
-%-%-%100%-%-%31%58%52%32%38%39%41%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---2-*14199151691424NET: Satisfied
-%-%-%100%-%24%82%91%81%75%83%88%82%83%

------1--11111NET: Dissatisfied
-%-%-%-%-%-%6%-%-%5%6%10%6%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-7663----1112134Unweighted total
-4565----2**1829Weighted total

--1---------11Very dissatisfied
-%-%21%-%-%-%-%-%-%-%-%-%6%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-2--------44dissatisfied
-%5%-%34%-%-%-%-%-%-%-%-%22%13%

-3222----2-*79Fairly satisfied
-%92%35%34%36%-%-%-%-%100%-%100%38%31%

-*223-----*-615Very satisfied
-%3%44%32%64%-%-%-%-%-%100%-%35%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-3445----2**1324NET: Satisfied
-%95%79%66%100%-%-%-%-%100%100%100%72%83%

--1---------11NET: Dissatisfied
-%-%21%-%-%-%-%-%-%-%-%-%6%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
220231142182744734Unweighted total
*1917122*18*662529Weighted total

-1-11----1--1Very dissatisfied
-%6%-%9%65%-%-%-%-%17%-%-%4%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-24-*-4-2-2*4dissatisfied
-%11%23%-%11%-%20%-%31%-%85%3%13%

*881-*9*33*29Fairly satisfied
30%46%47%10%-%31%48%100%51%53%11%36%31%

*7510**6-12*315Very satisfied
70%37%30%81%24%69%32%-%19%30%5%61%52%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*151311**14*45*524NET: Satisfied
100%83%77%91%24%100%80%100%69%83%15%97%83%

-1-11----1--1NET: Dissatisfied
-%6%-%9%65%-%-%-%-%17%-%-%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-718822221920234Unweighted total
-8175191*1819129Weighted total

--111--11-1Very dissatisfied
-%-%6%21%6%-%-%6%6%-%4%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2-4--24-4dissatisfied
-%-%12%-%21%-%-%11%21%-%13%

-27281*8719Fairly satisfied
-%27%41%37%40%100%55%45%40%100%31%

-6726-*76-15Very satisfied
-%73%41%42%34%-%45%38%34%-%52%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-8144141*1514124NET: Satisfied
-%100%81%79%74%100%100%83%73%100%83%

--111--11-1NET: Dissatisfied
-%-%6%21%6%-%-%6%6%-%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
11217131418-141518-715634Unweighted total
*1216111016-111215-710329Weighted total

---111-1-1-1111Very dissatisfied
-%-%-%9%10%7%-%10%-%7%-%16%10%32%4%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-224*2-224-**-4dissatisfied
-%15%13%33%2%13%-%20%17%25%-%3%2%-%13%

-78357-474-2529Fairly satisfied
-%54%52%30%49%43%-%37%57%27%-%26%49%57%31%

*46346-336-44*15Very satisfied
100%31%36%27%39%37%-%33%26%41%-%55%40%10%52%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11146913-71010-59224NET: Satisfied
100%85%87%57%88%80%-%70%83%68%-%82%88%68%83%

---111-1-1-1111NET: Dissatisfied
-%-%-%9%10%7%-%10%-%7%-%16%10%32%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
--3-11174610111134Unweighted total
--4-111747811929Weighted total

-----1--1-11Very dissatisfied
-%-%-%-%-%6%-%-%14%-%11%4%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2-22*222*4dissatisfied
-%-%51%-%18%12%4%31%23%19%2%13%

--2-77*22539Fairly satisfied
-%-%46%-%64%40%4%25%27%47%37%31%

--*-274334515Very satisfied
-%-%3%-%19%41%92%44%37%34%50%52%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

--2-9144559824NET: Satisfied
-%-%49%-%82%81%96%69%63%81%87%83%

-----1--1-11NET: Dissatisfied
-%-%-%-%-%6%-%-%14%-%11%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*cb*ae*dc*baSignificance Level: 95%
226-26-153222332630263034Unweighted total
187-22-142521272124212429Weighted total

1--1-111111111Very dissatisfied
6%-%-%5%-%8%4%5%4%5%4%5%4%4%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
22-2-*22222224dissatisfied

11%24%-%9%-%1%8%10%8%10%9%10%9%13%

72-9-698979999Fairly satisfied
38%26%-%40%-%41%35%40%33%34%37%41%37%31%

84-10-713915101291215Very satisfied
45%50%-%46%-%50%52%45%55%51%50%44%50%52%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

156-19-132218241821182124NET: Satisfied
83%76%-%86%-%91%88%85%88%85%87%85%87%83%

1--1-111111111NET: Dissatisfied
6%-%-%5%-%8%4%5%4%5%4%5%4%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
18161431642010268-2834Unweighted total
1415132142197218-2229Weighted total

-11--1--1--11Very dissatisfied
-%7%8%-%-%43%-%-%5%-%-%5%4%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-42*2-2222-24dissatisfied
-%26%15%8%13%-%10%27%9%26%-%10%13%

72522-4554-39Fairly satisfied
52%12%39%92%14%-%23%62%25%47%-%16%31%

785-101131132-1515Very satisfied
48%55%38%-%73%57%67%11%61%27%-%70%52%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1410102121175186-1824NET: Satisfied
100%67%77%92%87%57%90%73%86%74%-%86%83%

-11--1--1--11NET: Dissatisfied
-%7%8%-%-%43%-%-%5%-%-%5%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-22212145-334Unweighted total
1-2**1*112-129Weighted total

------------1Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%4%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------4dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%13%

*--**-*-**-*9Fairly satisfied
13%-%-%100%100%-%100%-%20%11%-%9%31%

1-2--1-112-115Very satisfied
87%-%100%-%-%100%-%100%80%89%-%91%52%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-2**1*112-124NET: Satisfied
100%-%100%100%100%100%100%100%100%100%-%100%83%

------------1NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%4%
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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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Jan' 2018Total base

*i*h*g*f*e*d*c*b*aSignificance Level: 95%
43353127634Unweighted total
42462*25429Weighted total

------1--1Very dissatisfied
-%-%-%-%-%-%50%-%-%4%

----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-22------4dissatisfied
-%95%51%-%-%-%-%-%-%13%

--*42-1*29Fairly satisfied
-%-%4%64%77%-%50%6%58%31%

4*221*-4215Very satisfied
100%5%45%36%23%100%-%94%42%52%

Don't Know (DO NOT READ
----------OUT)
-%-%-%-%-%-%-%-%-%-%

4*262*15424NET: Satisfied
100%5%49%100%100%100%50%100%100%83%

------1--1NET: Dissatisfied
-%-%-%-%-%-%50%-%-%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 195  (continuation)                                                                                                                                                  Page 3397

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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d,e,f,g,h,i

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
71110634Unweighted total
7117429Weighted total

--1-1Very dissatisfied
-%-%15%-%4%

-----Fairly dissatisfied
-%-%-%-%-%

Neither satisfied nor
22--4dissatisfied

30%17%-%-%13%

-5129Fairly satisfied
-%47%19%58%31%

545215Very satisfied
70%37%66%42%52%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

596424NET: Satisfied
70%83%85%100%83%

--1-1NET: Dissatisfied
-%-%15%-%4%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 195  (continuation)                                                                                                                                                  Page 3398

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 those who use FedEx (QV4=9)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11---2--2-2Unweighted total
**---*--*-*Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*---*--*-*dissatisfied
-%100%-%-%-%49%-%-%49%-%49%

*----*--*-*Fairly satisfied
100%-%-%-%-%51%-%-%51%-%51%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*----*--*-*NET: Satisfied
100%-%-%-%-%51%-%-%51%-%51%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
---2-2-------2Unweighted total
---*-*-------*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*-*-------*dissatisfied
-%-%-%49%-%49%-%-%-%-%-%-%-%49%

---*-*-------*Fairly satisfied
-%-%-%51%-%51%-%-%-%-%-%-%-%51%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*-------*NET: Satisfied
-%-%-%51%-%51%-%-%-%-%-%-%-%51%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-211---2----2Unweighted total
-***---*----*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**----*----*dissatisfied
-%49%100%-%-%-%-%49%-%-%-%-%49%

-*-*---*----*Fairly satisfied
-%51%-%100%-%-%-%51%-%-%-%-%51%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*---*----*NET: Satisfied
-%51%-%100%-%-%-%51%-%-%-%-%51%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2---22Unweighted total
*---**Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
*---**dissatisfied

49%-%-%-%49%49%

*---**Fairly satisfied
51%-%-%-%51%51%

------Very satisfied
-%-%-%-%-%-%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*---**NET: Satisfied
51%-%-%-%51%51%

------NET: Dissatisfied
-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2--2---11----2Unweighted total
*--*---**----*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--*---*-----*dissatisfied

49%-%-%49%-%-%-%100%-%-%-%-%-%49%

*--*----*----*Fairly satisfied
51%-%-%51%-%-%-%-%100%-%-%-%-%51%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*----*----*NET: Satisfied
51%-%-%51%-%-%-%-%100%-%-%-%-%51%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
---2---2-12222Unweighted total
---*---*-*****Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*---*-*****dissatisfied
-%-%-%49%-%-%-%49%-%100%49%49%49%49%

---*---*--****Fairly satisfied
-%-%-%51%-%-%-%51%-%-%51%51%51%51%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*---*--****NET: Satisfied
-%-%-%51%-%-%-%51%-%-%51%51%51%51%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2---1-1-----2Unweighted total
-*---*-*-----*Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*---*-*-----*dissatisfied
-%49%-%-%-%100%-%100%-%-%-%-%-%49%

-*-----------*Fairly satisfied
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-----------*NET: Satisfied
-%51%-%-%-%-%-%-%-%-%-%-%-%51%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
1111--11----2Unweighted total
****--**----*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*--**----*dissatisfied
-%100%-%100%-%-%100%100%-%-%-%-%49%

*-*---------*Fairly satisfied
100%-%100%-%-%-%-%-%-%-%-%-%51%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---------*NET: Satisfied
100%-%100%-%-%-%-%-%-%-%-%-%51%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--2--1-1-12Unweighted total
--*--*-*-**Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--*--*-*-**dissatisfied
-%-%49%-%-%100%-%100%-%100%49%

--*-------*Fairly satisfied
-%-%51%-%-%-%-%-%-%-%51%

-----------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*-------*NET: Satisfied
-%-%51%-%-%-%-%-%-%-%51%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1-111--11--2-2Unweighted total
-*-***--**--*-*Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-***--**--*-*dissatisfied
-%100%-%100%100%100%-%-%100%100%-%-%49%-%49%

------------*-*Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%51%-%51%

---------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*-*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%51%-%51%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 196  (continuation)                                                                                                                                                  Page 3408

Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----1---1--2Unweighted total
----*---*--*Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----*---*--*dissatisfied
-%-%-%-%100%-%-%-%100%-%-%49%

-----------*Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%51%

------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

-----------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%51%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--1--21222222Unweighted total
*--*--********Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*--*--********dissatisfied

100%-%-%100%-%-%49%100%49%49%49%49%49%49%

------*-******Fairly satisfied
-%-%-%-%-%-%51%-%51%51%51%51%51%51%

--------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------*-******NET: Satisfied
-%-%-%-%-%-%51%-%51%51%51%51%51%51%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
2-1-1-1111-22Unweighted total
*-*-*-****-**Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-*----**--**dissatisfied

49%-%100%-%-%-%-%100%100%-%-%49%49%

*---*-*--*-**Fairly satisfied
51%-%-%-%100%-%100%-%-%100%-%51%51%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*---*-*--*-**NET: Satisfied
51%-%-%-%100%-%100%-%-%100%-%51%51%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------2Unweighted total
------------*Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------*dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%49%

------------*Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%51%

-------------Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------*NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%51%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q1 2018Aug' 2018Jan' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
*****Weighted total

-----Very dissatisfied
-%-%-%-%-%

-----Fairly dissatisfied
-%-%-%-%-%

Neither satisfied nor
*-*-*dissatisfied

100%-%100%-%49%

-*-**Fairly satisfied
-%100%-%100%51%

-----Very satisfied
-%-%-%-%-%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

-*-**NET: Satisfied
-%100%-%100%51%

-----NET: Dissatisfied
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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Secured 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 those who use Secured Mail (QV4=10)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--24-4-13812Unweighted total
--15-*-**89Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*-----**dissatisfied
-%-%-%10%-%-%-%-%-%6%6%

--*4-*--*45Fairly satisfied
-%-%17%90%-%35%-%-%41%54%53%

--*--*-**34Very satisfied
-%-%83%-%-%65%-%100%59%40%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--14-*-**88NET: Satisfied
-%-%100%90%-%100%-%100%100%94%94%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
2154---4-----12Unweighted total
1*16---6-----9Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*------------*dissatisfied

44%-%-%-%-%-%-%-%-%-%-%-%-%6%

--*4---4-----5Fairly satisfied
-%-%13%72%-%-%-%72%-%-%-%-%-%53%

1*12---2-----4Very satisfied
56%100%87%28%-%-%-%28%-%-%-%-%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*16---6-----8NET: Satisfied
56%100%100%100%-%-%-%100%-%-%-%-%-%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
11121092-1----12Unweighted total
271871-*----9Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*-*-*------*dissatisfied
-%7%-%6%-%50%-%-%-%-%-%-%6%

23-55-------5Fairly satisfied
100%41%-%57%64%-%-%-%-%-%-%-%53%

-4133*-*----4Very satisfied
-%51%100%37%36%50%-%100%-%-%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

26177*-*----8NET: Satisfied
100%93%100%94%100%50%-%100%-%-%-%-%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
651-1212Unweighted total
53*-99Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
-*--**dissatisfied
-%16%-%-%6%6%

32--55Fairly satisfied
54%60%-%-%53%53%

21*-44Very satisfied
46%24%100%-%41%41%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

53*-88NET: Satisfied
100%84%100%-%94%94%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
93-111-----18312Unweighted total
62-17-----1529Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*---*------*-*dissatisfied
8%-%-%-%7%-%-%-%-%-%-%10%-%6%

32-13-----1225Fairly satisfied
47%70%-%100%46%-%-%-%-%-%100%36%70%53%

31--4------314Very satisfied
45%30%-%-%47%-%-%-%-%-%-%55%30%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62-17-----1528NET: Satisfied
92%100%-%100%93%-%-%-%-%-%100%90%100%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
--11--8106810101012Unweighted total
--**--77267779Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------**-*****dissatisfied
-%-%-%-%-%-%7%7%-%8%7%7%7%6%

------33133335Fairly satisfied
-%-%-%-%-%-%51%47%48%45%50%50%50%53%

--**--33133334Very satisfied
-%-%100%100%-%-%42%47%52%48%43%43%43%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--**--67266668NET: Satisfied
-%-%100%100%-%-%93%93%100%92%93%93%93%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
172--------1712Unweighted total
*52--------159Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*----------**dissatisfied
-%11%-%-%-%-%-%-%-%-%-%-%10%6%

-3---------125Fairly satisfied
-%74%-%-%-%-%-%-%-%-%-%100%33%53%

*12---------34Very satisfied
100%15%100%-%-%-%-%-%-%-%-%-%57%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*42--------158NET: Satisfied
100%89%100%-%-%-%-%-%-%-%-%100%90%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
37574-4-142112Unweighted total
*7173-3-*3129Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**-*----*--*dissatisfied
-%7%36%-%17%-%-%-%-%15%-%-%6%

*3*42-1--3--5Fairly satisfied
41%50%8%62%60%-%32%-%-%82%-%-%53%

*3131-2-**124Very satisfied
59%43%56%38%23%-%68%-%100%3%100%100%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*6172-3-*3128NET: Satisfied
100%93%64%100%83%-%100%-%100%85%100%100%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-39544375312Unweighted total
-1723316519Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-****-*-*-*dissatisfied
-%77%7%21%15%-%77%-%10%-%6%

-*3221-3215Fairly satisfied
-%16%50%75%52%37%-%55%34%88%53%

-*3*12*33*4Very satisfied
-%7%43%4%34%63%23%45%56%12%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*6233*6518NET: Satisfied
-%23%93%79%85%100%23%100%90%100%94%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-69679-237-39612Unweighted total
-57457-235-1739Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-*****-***-****dissatisfied
-%11%7%13%11%7%-%32%15%11%-%77%7%17%6%

-23123-113-*325Fairly satisfied
-%40%50%27%37%50%-%68%33%61%-%16%50%62%53%

-23223--21-*314Very satisfied
-%49%42%60%52%42%-%-%52%28%-%7%43%21%41%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-46346-134-*628NET: Satisfied
-%89%93%87%89%93%-%68%85%89%-%23%93%83%94%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---1593234512Unweighted total
---*48211349Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----***-****dissatisfied
-%-%-%-%13%6%31%-%48%15%12%6%

----1411-115Fairly satisfied
-%-%-%-%30%56%66%96%-%32%27%53%

---*23**1224Very satisfied
-%-%-%100%57%38%3%4%52%54%61%41%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---*37111338NET: Satisfied
-%-%-%100%87%94%69%100%52%85%88%94%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
102-10-61110121011111112Unweighted total

71-8-286968889Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*-------*----*dissatisfied
7%-%-%-%-%-%-%-%6%-%-%-%-%6%

31-5-153535555Fairly satisfied
47%96%-%57%-%52%56%44%53%45%56%56%56%53%

3*-3-144444444Very satisfied
47%4%-%43%-%48%44%56%41%55%44%44%44%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

71-8-286868888NET: Satisfied
93%100%-%100%-%100%100%100%94%100%100%100%100%94%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
3971317412--1212Unweighted total
27611*629--99Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-**--*--*--**dissatisfied
-%7%8%-%-%100%-%-%6%-%-%6%6%

2331*-315--55Fairly satisfied
92%42%53%100%9%-%58%51%53%-%-%53%53%

*32-1-214--44Very satisfied
8%50%39%-%91%-%42%49%41%-%-%41%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

26611-628--88NET: Satisfied
100%93%92%100%100%-%100%100%94%-%-%94%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
---1-1----1112Unweighted total
---*-*----**9Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------*dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%6%

------------5Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%53%

---*-*----**4Very satisfied
-%-%-%100%-%100%-%-%-%-%100%100%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*----**8NET: Satisfied
-%-%-%100%-%100%-%-%-%-%100%100%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Nov' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
12361111113312Unweighted total
121512*1**329Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---*-------**dissatisfied
-%-%-%10%-%-%-%-%-%-%-%21%6%

-212-2*1---25Fairly satisfied
-%100%92%34%-%100%100%100%-%-%-%74%53%

1-*31---**3*4Very satisfied
100%-%8%56%100%-%-%-%100%100%100%4%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

121412*1**328NET: Satisfied
100%100%100%90%100%100%100%100%100%100%100%79%94%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use DX (QV4=11)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
--13-7-34916Unweighted total
--*2-1-*11011Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---1-*-**66Fairly satisfied
-%-%-%44%-%66%-%65%66%56%57%

--*1-*-**45Very satisfied
-%-%100%56%-%34%-%35%34%44%43%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--*2-1-*11011NET: Satisfied
-%-%100%100%-%100%-%100%100%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
4-1112-31--4-116Unweighted total
1-*103-41--2-*11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--62-4---*-*6Fairly satisfied
73%-%-%57%65%-%100%-%-%-%6%-%100%57%

*-*41--1--2--5Very satisfied
27%-%100%43%35%-%-%100%-%-%94%-%-%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1-*103-41--2-*11NET: Satisfied
100%-%100%100%100%-%100%100%-%-%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
41221473-51---16Unweighted total
1103751-4*---11Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

*6334--2----6Fairly satisfied
4%64%100%37%79%-%-%51%-%-%-%-%57%

13-511-2*---5Very satisfied
96%36%-%63%21%100%-%49%100%-%-%-%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1103751-4*---11NET: Satisfied
100%100%100%100%100%100%-%100%100%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
349-1616Unweighted total
434-1111Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

421-66Fairly satisfied
100%58%17%-%57%57%

-13-55Very satisfied
-%42%83%-%43%43%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

434-1111NET: Satisfied
100%100%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
5101-16------51116Unweighted total
28*-11------2911Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

24--6------246Fairly satisfied
83%50%-%-%57%-%-%-%-%-%-%83%50%57%

*4*-5------*45Very satisfied
17%50%100%-%43%-%-%-%-%-%-%17%50%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

28*-11------2911NET: Satisfied
100%100%100%-%100%-%-%-%-%-%-%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
----1111137413111116Unweighted total
----2*7105297711Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-46426666Fairly satisfied
-%-%-%-%100%-%65%64%77%100%72%81%82%57%

-----*241-2115Very satisfied
-%-%-%-%-%100%35%36%23%-%28%19%18%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2*7105297711NET: Satisfied
-%-%-%-%100%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-3424-------416Unweighted total
-*5*3-------211Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*5**-------26Fairly satisfied
-%65%98%100%18%-%-%-%-%-%-%-%100%57%

-**-2--------5Very satisfied
-%35%2%-%82%-%-%-%-%-%-%-%-%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*5*3-------211NET: Satisfied
-%100%100%100%100%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
103133112--12116Unweighted total

8192**2--2**11Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

516***2--2**6Fairly satisfied
70%88%62%29%100%100%100%-%-%100%100%100%57%

2*41--------5Very satisfied
30%12%38%71%-%-%-%-%-%-%-%-%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

8192**2--2**11NET: Satisfied
100%100%100%100%100%100%100%-%-%100%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-51024-411-16Unweighted total
-2722-2**-11Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-1522-1-*-6Fairly satisfied
-%30%80%100%100%-%40%-%100%-%57%

-11---1*--5Very satisfied
-%70%20%-%-%-%60%100%-%-%43%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-2722-2**-11NET: Satisfied
-%100%100%100%100%-%100%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-22-22-223-410316Unweighted total
-1*-*1-2*2-15311Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-**-2*2-*426Fairly satisfied
-%100%72%-%72%83%-%100%100%100%-%4%75%63%57%

--*-**-----1115Very satisfied
-%-%28%-%28%17%-%-%-%-%-%96%25%37%43%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-*1-2*2-15311NET: Satisfied
-%100%100%-%100%100%-%100%100%100%-%100%100%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 198  (continuation)                                                                                                                                                  Page 3438

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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----12--11116Unweighted total
----**--***11Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----**--***6Fairly satisfied
-%-%-%-%100%72%-%-%100%100%100%57%

-----*-----5Very satisfied
-%-%-%-%-%28%-%-%-%-%-%43%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----**--***11NET: Satisfied
-%-%-%-%100%100%-%-%100%100%100%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
4--4-5159151016141616Unweighted total
2--2-21061171181111Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-164646566Fairly satisfied
39%-%-%39%-%30%63%77%57%64%57%55%57%57%

1--1-141525455Very satisfied
61%-%-%61%-%70%37%23%43%36%43%45%43%43%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2-21061171181111NET: Satisfied
100%-%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
5111023214-16--1616Unweighted total
29811110-11--1111Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

166-*-6-6--66Fairly satisfied
29%63%71%-%5%-%63%-%57%-%-%57%57%

1321114-5--55Very satisfied
71%37%29%100%95%100%37%-%43%-%-%43%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

29811110-11--1111NET: Satisfied
100%100%100%100%100%100%100%-%100%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
--4211-1114516Unweighted total
--12**-***2211Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**-*****6Fairly satisfied
-%-%8%-%100%100%-%100%100%100%2%4%57%

--12------225Very satisfied
-%-%92%100%-%-%-%-%-%-%98%96%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

--12**-***2211NET: Satisfied
-%-%100%100%100%100%-%100%100%100%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018May' 2018Apr' 2018Feb' 2018Jan' 2018Total base

*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
14831112261216Unweighted total
245*2*2213**11Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

24**2*22-**-6Fairly satisfied
100%100%2%56%100%100%100%100%-%3%100%-%57%

--4*----13-*5Very satisfied
-%-%98%44%-%-%-%-%100%97%-%100%43%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

245*2*2213**11NET: Satisfied
100%100%100%100%100%100%100%100%100%100%100%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Pitney Bowes (QV4=13)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
962732437142145Unweighted total
35*843*122731Weighted total

*----***--*Very dissatisfied
1%-%-%-%-%5%26%8%-%-%1%

--*--*--*22Fairly dissatisfied
-%-%79%-%-%8%-%-%12%7%7%

Neither satisfied nor
2*-3-1***89dissatisfied

53%3%-%39%-%19%53%35%8%31%29%

11*222**189Fairly satisfied
37%21%21%26%49%53%22%48%61%28%30%

*4-32*-**1010Very satisfied
9%75%-%35%51%13%-%10%17%35%33%

Don't Know (DO NOT READ
-----*--*-*OUT)
-%-%-%-%-%2%-%-%3%-%*%

25*542**21719NET: Satisfied
46%97%21%61%100%66%22%57%77%63%63%

*-*--****22NET: Dissatisfied
1%-%79%-%-%13%26%8%12%7%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
6443123366322445Unweighted total
11128*1277122531Weighted total

*--*----*----*Very dissatisfied
4%-%-%*%-%-%-%-%2%-%-%-%-%1%

---2--2--*---2Fairly dissatisfied
-%-%-%8%-%-%92%-%-%19%-%-%-%7%

Neither satisfied nor
*--9-*-52---29dissatisfied

10%-%-%32%-%27%-%74%26%-%-%-%37%29%

1117*-*2*112-9Fairly satisfied
86%100%86%24%100%-%8%24%4%81%50%88%-%30%

--*10-1-*4-1*310Very satisfied
-%-%14%36%-%73%-%1%68%-%50%12%63%33%

Don't Know (DO NOT READ
---*---*-----*OUT)
-%-%-%*%-%-%-%1%-%-%-%-%-%*%

11116*1*25122319NET: Satisfied
86%100%100%60%100%73%8%25%72%81%100%100%63%63%

*--2--2-**---2NET: Dissatisfied
4%-%-%8%-%-%92%-%2%19%-%-%-%7%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 199  (continuation)                                                                                                                                                  Page 3445

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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*ba*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
540172861-143-20145Unweighted total
6257245*-161-8131Weighted total

-***----*-*-*Very dissatisfied
-%1%1%*%-%-%-%-%20%-%1%-%1%

-2-22---*---2Fairly dissatisfied
-%8%-%9%39%-%-%-%46%-%-%-%7%

Neither satisfied nor
27*9---7--2-9dissatisfied

31%29%5%36%-%-%-%42%-%-%26%-%29%

18362--2*-6-9Fairly satisfied
19%33%44%26%36%-%-%10%34%-%72%-%30%

37371*-8--*110Very satisfied
50%29%49%28%23%100%-%47%-%-%1%100%33%

Don't Know (DO NOT READ
-*-**-------*OUT)
-%*%-%*%1%-%-%-%-%-%-%-%*%

4156133*-9*-6119NET: Satisfied
69%62%94%55%59%100%-%58%34%-%73%100%63%

-2*22---*-*-2NET: Dissatisfied
-%9%1%9%39%-%-%-%66%-%1%-%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*baSignificance Level: 95%
1832414445Unweighted total
1321613031Weighted total

*-*-**Very dissatisfied
*%-%1%-%1%1%

2-*-22Fairly dissatisfied
14%-%2%-%7%7%

Neither satisfied nor
226-99dissatisfied

14%90%36%-%31%29%

5*4-99Fairly satisfied
40%10%24%-%31%30%

4-61910Very satisfied
32%-%37%100%30%33%

Don't Know (DO NOT READ
--*-**OUT)
-%-%*%-%*%*%

10*911819NET: Satisfied
72%10%61%100%62%63%

2-*-22NET: Dissatisfied
14%-%2%-%8%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*ji*h*g*f*e*d*c*b*aSignificance Level: 95%
19179540----14142645Unweighted total
12108228----*2101831Weighted total

*---*------*-*Very dissatisfied
1%-%-%-%1%-%-%-%-%-%-%2%-%1%

-2--2-------22Fairly dissatisfied
-%20%-%-%7%-%-%-%-%-%-%-%11%7%

Neither satisfied nor
52227-----2449dissatisfied

44%18%22%83%25%-%-%-%-%-%85%36%20%29%

531*9----*-549Fairly satisfied
43%32%9%3%32%-%-%-%-%100%-%51%22%30%

136*10-----*1910Very satisfied
12%29%69%14%34%-%-%-%-%-%15%12%47%33%

Don't Know (DO NOT READ
-*--*-------**OUT)
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

766*19----**61319NET: Satisfied
55%61%78%17%67%-%-%-%-%100%15%63%69%63%

*2--2------*22NET: Dissatisfied
1%20%-%-%8%-%-%-%-%-%-%2%11%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*af*edc*baSignificance Level: 95%
---2-52633133233253045Unweighted total
---2-1162172019141631Weighted total

---*--********Very dissatisfied
-%-%-%6%-%-%*%1%1%*%1%1%1%1%

------*2-2***2Fairly dissatisfied
-%-%-%-%-%-%2%9%-%11%1%2%2%7%

Neither satisfied nor
------46*64429dissatisfied
-%-%-%-%-%-%24%27%5%29%20%27%13%29%

---2-158578879Fairly satisfied
-%-%-%94%-%100%31%38%78%38%41%55%41%30%

------751472710Very satisfied
-%-%-%-%-%-%43%26%16%22%36%15%43%33%

Don't Know (DO NOT READ
------*--*****OUT)
-%-%-%-%-%-%*%-%-%*%*%*%*%*%

---2-1121361215101419NET: Satisfied
-%-%-%94%-%100%74%64%94%60%77%70%84%63%

d

---*--*2*2***2NET: Dissatisfied
-%-%-%6%-%-%2%10%1%11%2%3%3%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*baSignificance Level: 95%
-61269------13145Unweighted total
-*549------*2031Weighted total

-**---------**Very dissatisfied
-%9%2%-%-%-%-%-%-%-%-%-%*%1%

--*---------22Fairly dissatisfied
-%-%5%-%-%-%-%-%-%-%-%-%11%7%

Neither satisfied nor
--22--------69dissatisfied
-%-%34%48%-%-%-%-%-%-%-%-%29%29%

-*322------*79Fairly satisfied
-%69%57%52%24%-%-%-%-%-%-%100%38%30%

-**-7-------410Very satisfied
-%21%1%-%76%-%-%-%-%-%-%-%22%33%

Don't Know (DO NOT READ
--*---------**OUT)
-%-%1%-%-%-%-%-%-%-%-%-%*%*%

-*329------*1219NET: Satisfied
-%91%58%52%100%-%-%-%-%-%-%100%60%63%

-**---------22NET: Dissatisfied
-%9%7%-%-%-%-%-%-%-%-%-%11%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
52820258321151121345Unweighted total
51413186*14*1112631Weighted total

-*-*-*--*---*Very dissatisfied
-%1%-%1%-%18%-%-%4%-%-%-%1%

-*-2*-2--2-*2Fairly dissatisfied
-%2%-%12%5%-%13%-%-%17%-%4%7%

Neither satisfied nor
22453*2-*42*9dissatisfied

37%15%30%29%60%40%16%-%13%34%100%2%29%

17362*5*14-29Fairly satisfied
25%46%24%35%35%42%39%100%84%37%-%41%30%

2564--4--1-310Very satisfied
38%36%46%23%-%-%32%-%-%12%-%52%33%

Don't Know (DO NOT READ
-*-**------**OUT)
-%*%-%*%1%-%-%-%-%-%-%1%*%

3129102*10*15-519NET: Satisfied
63%82%70%58%35%42%71%100%84%49%-%93%63%

-*-2**2-*2-*2NET: Dissatisfied
-%3%-%13%5%18%13%-%4%17%-%4%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-82413239226181145Unweighted total
-612614621312631Weighted total

--*-*-***-*Very dissatisfied
-%-%1%-%*%-%3%1%*%-%1%

--*-*2-*-22Fairly dissatisfied
-%-%2%-%2%31%-%2%-%34%7%

Neither satisfied nor
-2*25*2*5*9dissatisfied
-%35%3%37%39%6%97%3%44%5%29%

-47153-7439Fairly satisfied
-%65%54%23%35%44%-%52%29%43%30%

--5231-53110Very satisfied
-%-%39%39%24%18%-%41%27%17%33%

Don't Know (DO NOT READ
--*--*-*-**OUT)
-%-%*%-%-%1%-%*%-%1%*%

-411484-127419NET: Satisfied
-%65%93%63%59%62%-%93%56%60%63%

--*-*2***22NET: Dissatisfied
-%-%3%-%2%31%3%3%*%34%7%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-2121212227-72123-10191045Unweighted total
-813131113-51216-810631Weighted total

-*****--*---*-*Very dissatisfied
-%2%1%*%1%1%-%-%*%-%-%-%2%-%1%

-**2**--22--*-2Fairly dissatisfied
-%3%2%15%2%2%-%-%18%13%-%-%3%-%7%

Neither satisfied nor
-22422-226-3229dissatisfied
-%24%17%29%18%16%-%42%19%35%-%42%18%32%29%

-56577-355-5829Fairly satisfied
-%65%50%39%59%50%-%57%42%33%-%58%77%38%30%

-*4224--23--*210Very satisfied
-%5%30%16%18%31%-%-%21%19%-%-%1%30%33%

Don't Know (DO NOT READ
-*****-*---*--*OUT)
-%1%*%*%1%*%-%1%-%-%-%1%-%-%*%

-5107911-378-58419NET: Satisfied
-%70%79%55%77%80%-%57%63%52%-%58%78%68%63%

-**2**--22--*-2NET: Dissatisfied
-%6%3%16%4%3%-%-%18%13%-%-%4%-%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
-3-119225317141745Unweighted total
-4-*714229111231Weighted total

----**----**Very dissatisfied
-%-%-%-%2%1%-%-%-%-%*%1%

---**2--2222Fairly dissatisfied
-%-%-%100%4%15%-%-%24%19%17%7%

Neither satisfied nor
-2--*2*22229dissatisfied
-%43%-%-%2%14%16%98%26%15%17%29%

-2--562*2669Fairly satisfied
-%57%-%-%71%41%84%2%24%53%47%30%

----14--21210Very satisfied
-%-%-%-%21%29%-%-%25%12%19%33%

Don't Know (DO NOT READ
----**--*--*OUT)
-%-%-%-%1%*%-%-%1%-%-%*%

-2--6102*47819NET: Satisfied
-%57%-%-%91%70%84%2%49%66%66%63%

---**2--2222NET: Dissatisfied
-%-%-%100%6%16%-%-%24%19%17%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
317230-174230443940374045Unweighted total
194119-152621302626242631Weighted total

**-*-*********Very dissatisfied
*%3%-%1%-%*%1%1%1%1%1%1%1%1%

2**2-222222222Fairly dissatisfied
9%6%35%10%-%12%8%10%7%8%8%9%8%7%

Neither satisfied nor
42-2-797999999dissatisfied

20%40%-%11%-%48%35%34%30%34%35%37%35%29%

52*7-696979799Fairly satisfied
28%51%65%35%-%39%35%26%31%26%35%30%35%30%

8--8--669866610Very satisfied
42%-%-%43%-%-%21%29%31%32%22%23%22%33%

Don't Know (DO NOT READ
*--*--*-******OUT)
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

142*15-61512181514131419NET: Satisfied
70%51%65%79%-%39%57%56%62%57%56%53%56%63%

2**2-222222222NET: Dissatisfied
10%9%35%10%-%13%9%10%8%9%9%9%9%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*cb*a*b*a*baSignificance Level: 95%
1827242178325291663145Unweighted total
1515142135215181232531Weighted total

***--**--**-*Very dissatisfied
1%*%*%-%-%1%1%-%-%1%5%-%1%

-2*-2*2-*2*22Fairly dissatisfied
-%14%2%-%14%6%9%-%1%15%11%7%7%

Neither satisfied nor
5442425245259dissatisfied

35%24%27%94%28%40%26%36%20%43%83%20%29%

464-616272-89Fairly satisfied
23%38%27%-%42%30%30%30%40%15%-%32%30%

646*217273-1010Very satisfied
42%24%44%6%17%23%35%33%38%25%-%40%33%

Don't Know (DO NOT READ
*-*---*--**-*OUT)
*%-%*%-%-%-%*%-%-%*%2%-%*%

10910*82143145-1819NET: Satisfied
64%62%71%6%59%54%65%64%78%40%-%72%63%

*2*-2*2-*2*22NET: Dissatisfied
1%14%2%-%14%7%9%-%1%16%15%7%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
2-713313563945Unweighted total
1-4*11*1112331Weighted total

--*-*-----***Very dissatisfied
-%-%1%-%11%-%-%-%-%-%6%5%1%

------------2Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%7%

Neither satisfied nor
*-------**--9dissatisfied

15%-%-%-%-%-%-%-%12%11%-%-%29%

--2*1***1*229Fairly satisfied
-%-%48%100%89%4%100%4%84%7%94%61%30%

1-2--1-1*1-110Very satisfied
85%-%51%-%-%96%-%96%4%78%-%33%33%

Don't Know (DO NOT READ
---------*-**OUT)
-%-%-%-%-%-%-%-%-%4%-%2%*%

1-4*11*1112319NET: Satisfied
85%-%99%100%89%100%100%100%88%85%94%94%63%

--*-*-----**2NET: Dissatisfied
-%-%1%-%11%-%-%-%-%-%6%5%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
21533811214545Unweighted total
22352316*4231Weighted total

-------*---*Very dissatisfied
-%-%-%-%-%-%-%3%-%-%-%1%

--2--*-----2Fairly dissatisfied
-%-%65%-%-%9%-%-%-%-%-%7%

Neither satisfied nor
---3-2-*-3*9dissatisfied
-%-%-%67%-%70%-%3%-%85%4%29%

*-1221-2*1*9Fairly satisfied
9%-%35%33%96%20%-%37%100%15%14%30%

22--*-13--210Very satisfied
91%100%-%-%4%-%100%56%-%-%82%33%

Don't Know (DO NOT READ
-------*---*OUT)
-%-%-%-%-%-%-%1%-%-%-%*%

22122115*1219NET: Satisfied
100%100%35%33%100%20%100%93%100%15%96%63%

--2--*-*---2NET: Dissatisfied
-%-%65%-%-%9%-%3%-%-%-%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

*d*c*b*aSignificance Level: 95%
814131045Unweighted total
7107731Weighted total

--*-*Very dissatisfied
-%-%2%-%1%

2*--2Fairly dissatisfied
27%3%-%-%7%

Neither satisfied nor
-5*49dissatisfied
-%52%2%51%29%

15219Fairly satisfied
17%44%31%21%30%

4*4210Very satisfied
56%1%63%29%33%

Don't Know (DO NOT READ
--*-*OUT)
-%-%1%-%*%

556319NET: Satisfied
73%45%94%49%63%

2**-2NET: Dissatisfied
27%3%2%-%7%
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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 those who use TNT Express (QV4=14)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1--2-2-1124Unweighted total
*--1-*-**11Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

---*-*--**1Fairly satisfied
-%-%-%63%-%48%-%-%100%63%59%

*--*-*-*-**Very satisfied
100%-%-%37%-%52%-%100%-%37%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*--1-*-**11NET: Satisfied
100%-%-%100%-%100%-%100%100%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1-12--11-----4Unweighted total
*-**--**-----1Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--*--*------1Fairly satisfied
100%-%-%48%-%-%100%-%-%-%-%-%-%59%

--**---*-----*Very satisfied
-%-%100%52%-%-%-%100%-%-%-%-%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-**--**-----1NET: Satisfied
100%-%100%100%-%-%100%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 200  (continuation)                                                                                                                                                  Page 3461

Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-43111-1--1-4Unweighted total
-11***-*--*-1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11--*----*-1Fairly satisfied
-%59%82%-%-%100%-%-%-%-%100%-%59%

-****--*----*Very satisfied
-%41%18%100%100%-%-%100%-%-%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11***-*--*-1NET: Satisfied
-%100%100%100%100%100%-%100%-%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
2-2-44Unweighted total
*-1-11Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

*-*-11Fairly satisfied
30%-%78%-%59%59%

*-*-**Very satisfied
70%-%22%-%41%41%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-1-11NET: Satisfied
100%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
31-131-----214Unweighted total
1*-*1*-----**1Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-***------*1Fairly satisfied
23%100%-%100%53%100%-%-%-%-%-%-%100%59%

*---*------*-*Very satisfied
77%-%-%-%47%-%-%-%-%-%-%100%-%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-*1*-----**1NET: Satisfied
100%100%-%100%100%100%-%-%-%-%-%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
1-1---24224444Unweighted total
*-*---11**1111Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-----*1**1111Fairly satisfied
100%-%-%-%-%-%78%59%30%30%59%59%59%59%

--*---********Very satisfied
-%-%100%-%-%-%22%41%70%70%41%41%41%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*-*---11**1111NET: Satisfied
100%-%100%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-31--1-1----14Unweighted total
-1*--*-*----*1Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**--*-*-----1Fairly satisfied
-%23%100%-%-%100%-%100%-%-%-%-%-%59%

-*----------**Very satisfied
-%77%-%-%-%-%-%-%-%-%-%-%100%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*--*-*----*1NET: Satisfied
-%100%100%-%-%100%-%100%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
4-4--11-11--4Unweighted total
1-1--**-**--1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--*--*---1Fairly satisfied
59%-%59%-%-%100%-%-%100%-%-%-%59%

*-*---*--*--*Very satisfied
41%-%41%-%-%-%100%-%-%100%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1--**-**--1NET: Satisfied
100%-%100%-%-%100%100%-%100%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-1421121114Unweighted total
-*1*******1Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-*1*-**--*1Fairly satisfied
-%100%59%48%-%100%48%-%-%100%59%

--***-***-*Very satisfied
-%-%41%52%100%-%52%100%100%-%41%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-*1*******1NET: Satisfied
-%100%100%100%100%100%100%100%100%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-32233-121-1424Unweighted total
-1**11-***-*1*1Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*****-***-*1*1Fairly satisfied
-%23%48%30%23%23%-%100%30%100%-%100%59%48%59%

-*****--*---***Very satisfied
-%77%52%70%77%77%-%-%70%-%-%-%41%52%41%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1**11-***-*1*1NET: Satisfied
-%100%100%100%100%100%-%100%100%100%-%100%100%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
---132--11-4Unweighted total
---*1*--**-1Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----**--*--1Fairly satisfied
-%-%-%-%23%48%-%-%100%-%-%59%

---***---*-*Very satisfied
-%-%-%100%77%52%-%-%-%100%-%41%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

---*1*--**-1NET: Satisfied
-%-%-%100%100%100%-%-%100%100%-%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
12-3-131434444Unweighted total
**-1-*1*111111Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*-*1*111111Fairly satisfied
-%30%-%23%-%100%68%100%59%82%59%59%59%59%

**-*--*-******Very satisfied
100%70%-%77%-%-%32%-%41%18%41%41%41%41%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-1-*1*111111NET: Satisfied
100%100%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
132111214--44Unweighted total
*11***1*1--11Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-*-**1--11Fairly satisfied
-%82%63%-%100%-%63%100%59%-%-%59%59%

****-**-*--**Very satisfied
100%18%37%100%-%100%37%-%41%-%-%41%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*11***1*1--11NET: Satisfied
100%100%100%100%100%100%100%100%100%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
------------4Unweighted total
------------1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%59%

------------*Very satisfied
-%-%-%-%-%-%-%-%-%-%-%-%41%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1NET: Satisfied
-%-%-%-%-%-%-%-%-%-%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q3 2018Q2 2018Q1 2018Jul' 2018Jun' 2018Jan' 2018Total base

*c*b*a*c*b*aSignificance Level: 95%
1121124Unweighted total
**1**11Weighted total

-------Very dissatisfied
-%-%-%-%-%-%-%

-------Fairly dissatisfied
-%-%-%-%-%-%-%

Neither satisfied nor
-------dissatisfied
-%-%-%-%-%-%-%

--1--11Fairly satisfied
-%-%100%-%-%100%59%

**-**-*Very satisfied
100%100%-%100%100%-%41%

Don't Know (DO NOT READ
-------OUT)
-%-%-%-%-%-%-%

**1**11NET: Satisfied
100%100%100%100%100%100%100%

-------NET: Dissatisfied
-%-%-%-%-%-%-%
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Whistl (Previously known as TNT Post) (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 those who use Whistl (QV4=15)

Columns Tested: a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
2352544567572444161236Unweighted total

722048648135200209Weighted total

----2----22Very dissatisfied
-%-%-%-%3%-%-%-%-%1%1%

---1*----55Fairly dissatisfied
-%-%-%2%*%-%-%-%-%2%2%

Neither satisfied nor
221252-111517dissatisfied

28%79%4%5%8%18%-%24%19%8%8%

aa

2*619213*126770Fairly satisfied
33%10%31%39%32%35%49%34%33%33%34%

3*1226364*12108112Very satisfied
39%11%60%54%57%47%51%42%49%54%54%

Don't Know (DO NOT READ
--1------33OUT)
-%-%5%-%-%-%-%-%-%1%1%

5*1844577124175182NET: Satisfied
72%21%91%93%89%82%100%76%81%87%87%

---12----77NET: Dissatisfied
-%-%-%2%3%-%-%-%-%3%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*ml*kj*i*h*gf*e*dc*b*aSignificance Level: 95%
243125156918173315333523236Unweighted total

61171851325244415330329209Weighted total

---2-----2---2Very dissatisfied
-%-%-%1%-%-%-%-%-%63%-%-%-%1%

-*-5--22----15Fairly dissatisfied
-%3%-%3%-%-%8%4%-%-%-%-%4%2%

Neither satisfied nor
2*-15*232*143*17dissatisfied

30%2%-%8%1%8%12%5%1%37%12%85%1%8%

141643105165-11*1370Fairly satisfied
24%35%15%34%22%40%23%38%31%-%37%10%45%34%

366971011122310-16*15112Very satisfied
46%60%85%52%77%45%52%53%68%-%51%5%50%54%

Don't Know (DO NOT READ
---3-21------3OUT)
-%-%-%2%-%8%4%-%-%-%-%-%-%1%

41071611221183915-27127182NET: Satisfied
70%95%100%87%99%85%75%91%99%-%88%15%95%87%

-*-7--22-2--17NET: Dissatisfied
-%3%-%4%-%-%8%4%-%63%-%-%4%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
33203611756581088166393236Unweighted total
2818146163666582112341209Weighted total

-22----2----2Very dissatisfied
-%1%4%-%-%-%-%2%-%-%-%-%1%

a

-523---3--2-5Fairly dissatisfied
-%3%4%2%-%-%-%4%-%-%5%-%2%

Neither satisfied nor
-171165*29*-1*17dissatisfied
-%9%2%10%7%2%35%10%1%-%3%56%8%

115913572322253-13*70Fairly satisfied
40%33%29%35%35%35%45%31%31%-%40%11%34%

159727853841428216*112Very satisfied
53%54%59%52%57%63%20%51%68%100%46%33%54%

Don't Know (DO NOT READ
2112---1--2-3OUT)
7%1%2%1%-%-%-%1%-%-%6%-%1%

a

261564014261636811229*182NET: Satisfied
93%86%88%87%93%98%65%82%99%100%86%44%87%

-743---5--2-7NET: Dissatisfied
-%4%8%2%-%-%-%6%-%-%5%-%3%

ah
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
903011211225236Unweighted total
782310313196209Weighted total

---2-2Very dissatisfied
-%-%-%14%-%1%

*-5-55Fairly dissatisfied
*%-%5%-%3%2%

Neither satisfied nor
64621517dissatisfied
7%17%5%15%8%8%

a

21103836770Fairly satisfied
28%44%37%27%34%34%

479546106112Very satisfied
61%39%53%44%54%54%

b

Don't Know (DO NOT READ
3---33OUT)
4%-%-%-%1%1%

a

6919939173182NET: Satisfied
89%83%90%71%88%87%

*-5257NET: Dissatisfied
*%-%5%14%3%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
111804527209--3141984125236Unweighted total

82804713195--1*21069127209Weighted total

--2-2-------22Very dissatisfied
-%-%4%-%1%-%-%-%-%-%-%-%1%1%

c

2-3-5------235Fairly dissatisfied
3%-%6%-%3%-%-%-%-%-%-%3%2%2%

b

Neither satisfied nor
855116--*-**7917dissatisfied
9%6%10%5%8%-%-%41%-%3%4%10%7%8%

263015565--*-22214470Fairly satisfied
31%37%31%34%33%-%-%59%-%93%22%31%35%34%

4546218104---**83767112Very satisfied
55%57%45%61%53%-%-%-%100%5%74%54%52%54%

Don't Know (DO NOT READ
1-2-3------123OUT)
1%-%4%-%1%-%-%-%-%-%-%2%1%1%

71753613169--**21059111182NET: Satisfied
87%94%76%95%87%-%-%59%100%97%96%85%87%87%

a

2-5-7------257NET: Dissatisfied
3%-%10%-%3%-%-%-%-%-%-%3%4%3%

bc
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
-3-471112916582150154112141236Unweighted total
-2-1511101335712211983107209Weighted total

-------------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

------24232225Fairly dissatisfied
-%-%-%-%-%-%2%3%3%2%2%2%2%2%

Neither satisfied nor
----1141051152517dissatisfied
-%-%-%-%13%46%4%7%8%9%4%2%5%8%

bb

-*-1*-4242203943244270Fairly satisfied
-%6%-%52%3%-%38%31%35%32%36%29%39%34%

-2-14161773068685557112Very satisfied
-%94%-%48%84%54%55%58%52%56%57%65%53%54%

a

Don't Know (DO NOT READ
------11111113OUT)
-%-%-%-%-%-%1%1%2%1%1%1%1%1%

-2-141103118501071117999182NET: Satisfied
-%100%-%100%87%54%94%89%87%88%93%94%93%87%

------24232227NET: Dissatisfied
-%-%-%-%-%-%2%3%3%2%2%2%2%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
-413840351-1-3410132236Unweighted total
-20382932*-*-435110209Weighted total

-------------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

----2-------35Fairly dissatisfied
-%-%-%-%6%-%-%-%-%-%-%-%3%2%

Neither satisfied nor
-12*2------*1017dissatisfied
-%5%5%1%7%-%-%-%-%-%-%5%9%8%

-711169*-*-4*33270Fairly satisfied
-%34%29%56%28%100%-%100%-%99%9%55%29%34%

ac

-11251319----*3263112Very satisfied
-%56%66%43%60%-%-%-%-%1%91%39%58%54%

b

Don't Know (DO NOT READ
-1----------13OUT)
-%5%-%-%-%-%-%-%-%-%-%-%1%1%

-18362928*-*-43595182NET: Satisfied
-%90%95%99%87%100%-%100%-%100%100%95%87%87%

a

----2-------37NET: Dissatisfied
-%-%-%-%6%-%-%-%-%-%-%-%3%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

baba*c*ba*edcbaSignificance Level: 95%
3811614194228120439433133236Unweighted total
269312483143105326422625209Weighted total

---2--------2Very dissatisfied
-%-%-%2%-%-%-%-%-%-%-%-%1%

2-5---3--2-15Fairly dissatisfied
7%-%4%-%-%-%3%-%-%4%-%4%2%

a

Neither satisfied nor
15107**10235*117dissatisfied
2%5%8%8%1%4%10%73%12%11%1%3%8%

93438315*34*810111070Fairly satisfied
35%36%31%37%36%11%32%9%30%24%43%39%34%

145469439257*14261514112Very satisfied
55%57%55%52%63%85%54%18%54%61%56%54%54%

Don't Know (DO NOT READ
-121--1-1---3OUT)
-%1%1%1%-%-%1%-%4%-%-%-%1%

24881077414391122362623182NET: Satisfied
91%94%86%88%99%96%86%27%84%85%99%93%87%

cd

2-52--3--2-17NET: Dissatisfied
7%-%4%2%-%-%3%-%-%4%-%4%3%

a
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
1321275511337201088538236Unweighted total
2159538942810896930209Weighted total

----------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%1%

--2-3---2-5Fairly dissatisfied
-%-%2%-%3%-%-%-%3%-%2%

Neither satisfied nor
-15282-55217dissatisfied
-%9%5%6%9%8%-%5%8%8%8%

263818318134241070Fairly satisfied
100%42%40%46%33%29%5%39%35%34%34%

-75018521610493717112Very satisfied
-%49%52%48%55%58%95%55%54%55%54%

Don't Know (DO NOT READ
--1--1-1-13OUT)
-%-%1%-%-%4%-%1%-%4%1%

b

2148736832510836227182NET: Satisfied
100%91%92%94%88%88%100%94%89%89%87%

--2-3---2-7NET: Dissatisfied
-%-%2%-%3%-%-%-%3%-%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
48591778911233788116-289749236Unweighted total
163695769894296694-107032209Weighted total

--------------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

--------12--2-5Fairly dissatisfied
-%-%-%-%-%-%-%-%2%2%-%-%3%-%2%

Neither satisfied nor
-42315-3610-12117dissatisfied
-%7%3%5%2%5%-%9%9%10%-%8%2%4%8%

*22261919332102632-122970Fairly satisfied
24%34%38%34%27%37%49%36%39%34%-%11%32%30%34%

136403348502163251-84321112Very satisfied
76%57%58%59%70%56%51%56%49%54%-%81%61%67%54%

Don't Know (DO NOT READ
-11111--1---1-3OUT)
-%2%2%2%2%1%-%-%2%-%-%-%2%-%1%

158665367844265882-96631182NET: Satisfied
100%92%95%93%97%94%100%91%88%88%-%92%93%96%87%

--------12--2-7NET: Dissatisfied
-%-%-%-%-%-%-%-%2%2%-%-%3%-%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
572680921521654461236Unweighted total
57*66069715423043209Weighted total

-----------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%1%

-----------5Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%2%

Neither satisfied nor
---*431*22217dissatisfied
-%-%-%2%7%5%18%2%5%5%6%8%

23*324261415111270Fairly satisfied
32%48%26%50%40%37%18%24%36%36%29%34%

34*33139511251727112Very satisfied
68%52%74%48%51%56%64%74%59%55%63%54%

Don't Know (DO NOT READ
----11---113OUT)
-%-%-%-%2%2%-%-%-%4%2%1%

57*65565615402839182NET: Satisfied
100%100%100%98%91%94%82%98%95%91%92%87%

-----------7NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
125345141376216161229205215181211236Unweighted total
101333120453186142204174184147179209Weighted total

2--2--2-222-22Very dissatisfied
2%-%-%2%-%-%1%-%1%1%1%-%1%1%

2--2--52535155Fairly dissatisfied
2%-%-%2%-%-%3%1%2%2%3%1%3%2%

Neither satisfied nor
82-9*41712171517111517dissatisfied
8%6%-%8%4%7%9%8%8%9%9%8%8%8%

3113141-166247685361496170Fairly satisfied
31%39%32%34%-%30%34%33%33%30%33%33%34%34%

5718265431977810998968393112Very satisfied
56%55%68%54%96%59%52%55%54%56%52%56%52%54%

Don't Know (DO NOT READ
1--1-233333333OUT)
1%-%-%1%-%4%2%2%1%2%2%2%2%1%

88313106447159125177151157132154182NET: Satisfied
87%94%100%88%96%89%86%88%87%87%85%89%86%87%

4--4--72757177NET: Dissatisfied
4%-%-%3%-%-%4%1%3%3%4%1%4%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
112124102319830148571835310197236Unweighted total
10210690318523140451624710170209Weighted total

-2--22--2-2-2Very dissatisfied
-%2%-%-%2%8%-%-%1%-%18%-%1%

ab

14212-3241-55Fairly dissatisfied
1%4%2%3%2%-%2%5%2%3%-%3%2%

Neither satisfied nor
61157511334135117dissatisfied
6%11%5%21%6%4%9%7%3%27%45%1%8%

acb

323834112415414502025670Fairly satisfied
31%36%38%34%29%4%39%30%31%43%19%33%34%

cc

624946135219702399132107112Very satisfied
61%46%52%41%61%84%50%51%61%27%18%63%54%

aaba

Don't Know (DO NOT READ
123----33--13OUT)
1%2%3%-%-%-%-%7%2%-%-%1%1%

b

95878024762012536149334163182NET: Satisfied
92%82%89%75%90%88%89%82%92%70%37%96%87%

aba

1621423251257NET: Dissatisfied
1%5%2%3%5%8%2%5%3%3%18%3%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*baSignificance Level: 95%
114211110168161223831236Unweighted total

7187563549313209Weighted total

------------2Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%1%

--*---------5Fairly dissatisfied
-%-%4%-%-%-%-%-%-%-%-%-%2%

Neither satisfied nor
1-**1*1112-117dissatisfied

16%-%2%1%23%2%40%22%25%27%-%9%8%

2*422212332670Fairly satisfied
30%7%57%33%42%33%35%39%68%36%63%48%34%

31342412*316112Very satisfied
53%93%38%66%36%65%25%39%7%38%37%42%54%

Don't Know (DO NOT READ
------------3OUT)
-%-%-%-%-%-%-%-%-%-%-%-%1%

5177462436312182NET: Satisfied
84%100%95%99%77%98%60%78%75%73%100%91%87%

--*---------7NET: Dissatisfied
-%-%4%-%-%-%-%-%-%-%-%-%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*b*aSignificance Level: 95%
1218191819232311508926236Unweighted total
19241818141718723131324209Weighted total

2-----------2Very dissatisfied
9%-%-%-%-%-%-%-%-%-%-%-%1%

22-----1*---5Fairly dissatisfied
9%8%-%-%-%-%-%15%1%-%-%-%2%

Neither satisfied nor
--45*11-22*217dissatisfied
-%-%21%25%3%5%5%-%10%14%1%9%8%

210238972984770Fairly satisfied
10%44%12%14%54%52%40%24%38%58%30%30%34%

1412121167103124715112Very satisfied
71%49%67%61%42%43%55%47%51%27%55%61%54%

Don't Know (DO NOT READ
-------1--2-3OUT)
-%-%-%-%-%-%-%15%-%-%14%-%1%

16221414141617520111122182NET: Satisfied
81%92%79%75%97%95%95%71%89%86%85%91%87%

42-----1*---7NET: Dissatisfied
19%8%-%-%-%-%-%15%1%-%-%-%3%
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
49608443236Unweighted total
61494850209Weighted total

2---2Very dissatisfied
3%-%-%-%1%

4-1-5Fairly dissatisfied
6%-%3%-%2%

Neither satisfied nor
463417dissatisfied
6%12%7%8%8%

1519171970Fairly satisfied
24%39%37%38%34%

38242525112Very satisfied
61%49%52%51%54%

Don't Know (DO NOT READ
--123OUT)
-%-%2%4%1%

52434244182NET: Satisfied
85%88%88%88%87%

5-1-7NET: Dissatisfied
9%-%3%-%3%

ac
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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 those who use Other (1st) (QV4=98)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
2125111146516Unweighted total
***4*1**145Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---2-*-*-22dissatisfied
-%-%-%49%-%10%-%34%-%46%38%

---*-*--**1Fairly satisfied
-%-%-%13%-%15%-%-%24%12%13%

***1*1***22Very satisfied
100%100%100%38%100%75%100%66%76%42%49%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

***2*1**123NET: Satisfied
100%100%100%51%100%90%100%66%100%54%62%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
3337-111--31-16Unweighted total
1**3-***--3*-5Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---2--*---2--2dissatisfied
-%-%-%56%-%-%100%-%-%-%62%-%-%38%

**-*------*--1Fairly satisfied
71%20%-%2%-%-%-%-%-%-%2%-%-%13%

***1-*-*--1*-2Very satisfied
29%80%100%42%-%100%-%100%-%-%36%100%-%49%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1**1-*-*--1*-3NET: Satisfied
100%100%100%44%-%100%-%100%-%-%38%100%-%62%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
3136107-13--5-16Unweighted total
*5143-*1--1-5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*2-22-----*-2dissatisfied

40%38%-%51%67%-%-%-%-%-%16%-%38%

-1**1-----*-1Fairly satisfied
-%14%38%4%20%-%-%-%-%-%15%-%13%

*212*-*1--*-2Very satisfied
60%48%62%44%13%-%100%100%-%-%68%-%49%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*3121-*1--1-3NET: Satisfied
60%62%100%49%33%-%100%100%-%-%84%-%62%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1114-1616Unweighted total

3*2-55Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
2-*-22dissatisfied

54%-%7%-%38%38%

1---11Fairly satisfied
19%-%-%-%13%13%

1*1-22Very satisfied
27%100%93%-%49%49%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

2*1-33NET: Satisfied
46%100%93%-%62%62%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1123412----137516Unweighted total

3*2*5----**325Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2*--2------2*2dissatisfied

57%51%-%-%42%-%-%-%-%-%-%67%6%38%

1*--1------1*1Fairly satisfied
17%49%-%-%14%-%-%-%-%-%-%20%5%13%

1-2*2----***22Very satisfied
26%-%100%100%44%-%-%-%-%100%100%13%89%49%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*2*3----**123NET: Satisfied
43%49%100%100%58%-%-%-%-%100%100%33%94%62%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 202  (continuation)                                                                                                                                                  Page 3495

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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
-1-12-815711129916Unweighted total
-*-*2-15234335Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----2--2222222dissatisfied
-%-%-%-%95%-%-%41%74%69%52%68%60%38%

------11**1*11Fairly satisfied
-%-%-%-%-%-%45%14%6%6%18%6%18%13%

-*-**-12*11112Very satisfied
-%100%-%100%5%-%55%46%20%25%30%26%22%49%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-**-13112113NET: Satisfied
-%100%-%100%5%-%100%59%26%31%48%32%40%62%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2334----1-2816Unweighted total
-*2*1----*-*35Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--2---------22dissatisfied
-%-%90%-%-%-%-%-%-%-%-%-%73%38%

--***------**1Fairly satisfied
-%-%5%14%52%-%-%-%-%-%-%50%4%13%

-****----*-*12Very satisfied
-%100%5%86%48%-%-%-%-%100%-%50%23%49%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***1----*-*13NET: Satisfied
-%100%10%100%100%-%-%-%-%100%-%100%27%62%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
2101061-10-352116Unweighted total
*332*-3-21**5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-2-2--2-2-*-2dissatisfied
-%54%-%80%-%-%70%-%93%-%51%-%38%

*11---*---**1Fairly satisfied
35%18%25%-%-%-%6%-%-%-%49%100%13%

*12**-1-*1--2Very satisfied
65%28%75%20%100%-%24%-%7%100%-%-%49%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*23**-1-*1**3NET: Satisfied
100%46%100%20%100%-%30%-%7%100%49%100%62%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
-384923910116Unweighted total
-1333**33*5Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--222*-22*2dissatisfied
-%-%66%69%70%52%-%56%68%100%38%

-*1**-*1*-1Fairly satisfied
-%71%20%18%6%-%22%18%6%-%13%

-***1**11-2Very satisfied
-%29%15%13%24%48%78%26%26%-%49%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-1111**11-3NET: Satisfied
-%100%34%31%30%48%100%44%32%-%62%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 202  (continuation)                                                                                                                                                  Page 3499

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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
196787-369-48416Unweighted total
*33233-*21-1315Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-22222--2*--2-2dissatisfied
-%55%65%81%70%64%-%-%75%15%-%-%70%-%38%

*11***--**-***1Fairly satisfied
100%18%21%4%4%17%-%-%7%22%-%10%6%31%13%

-1**11-***-*1*2Very satisfied
-%27%14%15%27%19%-%100%19%63%-%90%24%69%49%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11*11-*11-1113NET: Satisfied
100%45%35%19%30%36%-%100%25%85%-%100%30%100%62%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
1-1-971154316Unweighted total
*-*-33**11*5Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
----22--*--2dissatisfied
-%-%-%-%55%59%-%-%18%-%-%38%

----11--**-1Fairly satisfied
-%-%-%-%18%18%-%-%17%18%-%13%

*-*-11*****2Very satisfied
100%-%100%-%27%23%100%100%65%82%100%49%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

*-*-11***1*3NET: Satisfied
100%-%100%-%45%41%100%100%82%100%100%62%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 202  (continuation)                                                                                                                                                  Page 3501

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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
103-13-91610161414131416Unweighted total

4*-5-353554445Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2--2-222222222dissatisfied

45%-%-%42%-%54%38%59%38%38%49%53%49%38%

1--1-11*111111Fairly satisfied
15%-%-%14%-%18%13%5%13%13%16%18%16%13%

2*-2-121221112Very satisfied
41%100%-%44%-%28%49%36%49%49%34%29%34%49%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2*-3-231332223NET: Satisfied
55%100%-%58%-%46%62%41%62%62%51%47%51%62%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
79619358142-1616Unweighted total
143*212341-55Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
*22-*--22--22dissatisfied
9%47%53%-%7%-%-%75%43%-%-%38%38%

1*--11*-**-11Fairly satisfied
45%3%-%-%42%84%6%-%4%90%-%13%13%

122*1*212*-22Very satisfied
46%50%47%100%52%16%94%25%54%10%-%49%49%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

122*112131-33NET: Satisfied
91%53%47%100%93%100%100%25%57%100%-%62%62%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
221-11-1111416Unweighted total
1**-**-*****5Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------2dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%38%

--*-------**1Fairly satisfied
-%-%100%-%-%-%-%-%-%-%100%12%13%

1*--**-***-*2Very satisfied
100%100%-%-%100%100%-%100%100%100%-%88%49%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1**-**-*****3NET: Satisfied
100%100%100%-%100%100%-%100%100%100%100%100%62%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q3 2018Q2 2018Q1 2018Oct' 2018Aug' 2018Jul' 2018Jun' 2018Apr' 2018Jan' 2018Total base

*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
247321316316Unweighted total
212*2*1*2*5Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
2---2-----2dissatisfied

100%-%-%-%100%-%-%-%-%-%38%

-1*---1-*-1Fairly satisfied
-%74%3%-%-%-%85%-%4%-%13%

-*2*-***2*2Very satisfied
-%26%97%100%-%100%15%100%96%100%49%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

-12*-*1*2*3NET: Satisfied
-%100%100%100%-%100%100%100%100%100%62%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (2nd) (QV4=99)

Columns Tested: a,b,c,d,e,f - a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*a*e*d*c*b*aSignificance Level: 95%
1-1--1-1-12Unweighted total
*-1--*-*-11Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--1------11Fairly satisfied
-%-%100%-%-%-%-%-%-%100%92%

*----*-*--*Very satisfied
100%-%-%-%-%100%-%100%-%-%8%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

*-1--*-*-11NET: Satisfied
100%-%100%-%-%100%-%100%-%100%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*k*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1--1---1-----2Unweighted total
1--*---*-----1Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1------------1Fairly satisfied
100%-%-%-%-%-%-%-%-%-%-%-%-%92%

---*---*-----*Very satisfied
-%-%-%100%-%-%-%100%-%-%-%-%-%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--*---*-----1NET: Satisfied
100%-%-%100%-%-%-%100%-%-%-%-%-%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*b*a*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-2-2----1-1-2Unweighted total
-1-1----1-*-1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1----1---1Fairly satisfied
-%92%-%92%-%-%-%-%100%-%-%-%92%

-*-*------*-*Very satisfied
-%8%-%8%-%-%-%-%-%-%100%-%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1----1-*-1NET: Satisfied
-%100%-%100%-%-%-%-%100%-%100%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

*c*b*a*b*aSignificance Level: 95%
1-1-22Unweighted total
*-1-11Weighted total

------Very dissatisfied
-%-%-%-%-%-%

------Fairly dissatisfied
-%-%-%-%-%-%

Neither satisfied nor
------dissatisfied
-%-%-%-%-%-%

--1-11Fairly satisfied
-%-%100%-%92%92%

*---**Very satisfied
100%-%-%-%8%8%

Don't Know (DO NOT READ
------OUT)
-%-%-%-%-%-%

*-1-11NET: Satisfied
100%-%100%-%100%100%

------NET: Dissatisfied
-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

*c*b*a*j*i*h*g*f*e*d*c*b*aSignificance Level: 95%
11-11-----1-12Unweighted total
*1-*1-----*-11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-------11Fairly satisfied
-%100%-%-%100%-%-%-%-%-%-%-%100%92%

*--*------*--*Very satisfied
100%-%-%100%-%-%-%-%-%-%100%-%-%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*1-*1-----*-11NET: Satisfied
100%100%-%100%100%-%-%-%-%-%100%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*b*a*f*e*d*c*b*aSignificance Level: 95%
------22122122Unweighted total
------11*11*11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11-11-11Fairly satisfied
-%-%-%-%-%-%92%92%-%92%92%-%92%92%

------********Very satisfied
-%-%-%-%-%-%8%8%100%8%8%100%8%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------11*11*11NET: Satisfied
-%-%-%-%-%-%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*e*d*c*b*a*h*g*f*e*d*c*b*aSignificance Level: 95%
-1--1-------22Unweighted total
-*--1-------11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1-------11Fairly satisfied
-%-%-%-%100%-%-%-%-%-%-%-%92%92%

-*----------**Very satisfied
-%100%-%-%-%-%-%-%-%-%-%-%8%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*--1-------11NET: Satisfied
-%100%-%-%100%-%-%-%-%-%-%-%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*b*a*b*a*c*b*a*e*d*c*b*aSignificance Level: 95%
-211--2--2--2Unweighted total
-11*--1--1--1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11---1--1--1Fairly satisfied
-%92%100%-%-%-%92%-%-%92%-%-%92%

-*-*--*--*--*Very satisfied
-%8%-%100%-%-%8%-%-%8%-%-%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-11*--1--1--1NET: Satisfied
-%100%100%100%-%-%100%-%-%100%-%-%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*c*b*a*b*a*b*a*b*aSignificance Level: 95%
--2-2--22-2Unweighted total
--1-1--11-1Weighted total

-----------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

-----------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-----------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%

--1-1--11-1Fairly satisfied
-%-%92%-%92%-%-%92%92%-%92%

--*-*--**-*Very satisfied
-%-%8%-%8%-%-%8%8%-%8%

Don't Know (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

--1-1--11-1NET: Satisfied
-%-%100%-%100%-%-%100%100%-%100%

-----------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*c*b*a*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-11-12-112---12Unweighted total
-1*-*1-*11---*1Weighted total

---------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
---------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1---1--11----1Fairly satisfied
-%100%-%-%-%92%-%-%100%92%-%-%-%-%92%

--*-**-*-*---**Very satisfied
-%-%100%-%100%8%-%100%-%8%-%-%-%100%8%

Don't Know (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1*-*1-*11---*1NET: Satisfied
-%100%100%-%100%100%-%100%100%100%-%-%-%100%100%

---------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*a*b*a*e*d*c*b*aSignificance Level: 95%
----11-1--12Unweighted total
----1*-*--*1Weighted total

------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%

----1------1Fairly satisfied
-%-%-%-%100%-%-%-%-%-%-%92%

-----*-*--**Very satisfied
-%-%-%-%-%100%-%100%-%-%100%8%

Don't Know (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%

----1*-*--*1NET: Satisfied
-%-%-%-%100%100%-%100%-%-%100%100%

------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

*b*a*b*a*d*c*b*a*e*d*c*b*aSignificance Level: 95%
11-2-121222122Unweighted total
1*-1-11*111*11Weighted total

--------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
--------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-11-111-11Fairly satisfied
100%-%-%92%-%100%92%-%92%92%92%-%92%92%

-*-*--********Very satisfied
-%100%-%8%-%-%8%100%8%8%8%100%8%8%

Don't Know (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1*-1-11*111*11NET: Satisfied
100%100%-%100%-%100%100%100%100%100%100%100%100%100%

--------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*b*a*c*b*a*c*b*a*b*a*b*aSignificance Level: 95%
-2-2--1111-22Unweighted total
-1-1--1*1*-11Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1-1--11Fairly satisfied
-%92%-%92%-%-%100%-%100%-%-%92%92%

-*-*---*-*-**Very satisfied
-%8%-%8%-%-%-%100%-%100%-%8%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1-1--1*1*-11NET: Satisfied
-%100%-%100%-%-%100%100%100%100%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*b*aSignificance Level: 95%
-1---------12Unweighted total
-*---------*1Weighted total

-------------Very dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

-------------Fairly dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

Neither satisfied nor
-------------dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%

------------1Fairly satisfied
-%-%-%-%-%-%-%-%-%-%-%-%92%

-*---------**Very satisfied
-%100%-%-%-%-%-%-%-%-%-%100%8%

Don't Know (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-*---------*1NET: Satisfied
-%100%-%-%-%-%-%-%-%-%-%100%100%

-------------NET: Dissatisfied
-%-%-%-%-%-%-%-%-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



QuarterMonth
Q4 2018Q2 2018Oct' 2018Apr' 2018Total base

*b*a*b*aSignificance Level: 95%
11112Unweighted total
1*1*1Weighted total

-----Very dissatisfied
-%-%-%-%-%

-----Fairly dissatisfied
-%-%-%-%-%

Neither satisfied nor
-----dissatisfied
-%-%-%-%-%

1-1-1Fairly satisfied
100%-%100%-%92%

-*-**Very satisfied
-%100%-%100%8%

Don't Know (DO NOT READ
-----OUT)
-%-%-%-%-%

1*1*1NET: Satisfied
100%100%100%100%100%

-----NET: Dissatisfied
-%-%-%-%-%
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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 those who use Other (3rd) (QV4=100)

Columns Tested: a,b - a,b

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

1*29182*113536Disagree very strongly
1%*%2%2%3%2%3%5%1%2%2%

ab

3*6143431*28589Disagree
6%*%5%3%5%4%6%1%5%4%4%

dc

Neither Agree nor
91634108157203512479499disagree

18%33%29%24%23%26%27%29%24%25%25%

aee

171749192285344822751785Agree
36%33%42%42%41%43%37%44%44%39%39%

191725133194203413559579Agree very strongly
39%33%21%29%28%25%26%20%26%29%29%

abcce

Don't Know (DO NOT READ
--*13*-**1112OUT)
-%-%*%*%*%*%-%1%*%1%1%

363374325479547123613101364NET: Agree
74%67%64%71%69%68%64%65%70%68%68%

c

4*823525113120125NET: Disagree
7%1%7%5%8%6%9%6%6%6%6%

ddd
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

2162842*3*-104536Disagree very strongly
2%1%5%2%2%1%*%1%*%-%3%4%2%2%

efghjlmefgeg

6347561071691136789Disagree
6%3%4%4%4%6%4%5%6%2%4%5%3%4%

Neither Agree nor
242526423554247744015742848499disagree
28%26%25%25%33%26%23%23%25%23%25%25%22%25%

afgj

32363668160727313560221174598785Agree
36%37%35%40%36%44%36%42%37%34%39%39%44%39%

k

243131493393673935227813160579Agree very strongly
27%32%30%29%24%22%37%29%32%41%27%27%27%29%

hchijmhachijm

Don't Know (DO NOT READ
11-1012-3--3-212OUT)
1%1%-%1%1%1%-%1%-%-%1%-%1%1%

56676711749910814622811249198761581364NET: Agree
64%69%65%69%60%66%73%70%69%75%67%67%72%68%

iimiii

7510103101271991231012125NET: Disagree
8%5%10%6%6%7%4%6%6%2%8%9%5%6%

gjl
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

235729232*7**2236Disagree very strongly
1%2%2%2%3%1%1%1%*%1%1%5%2%

debde

137619703132331128*89Disagree
6%4%4%4%4%2%3%6%5%4%4%*%4%

Neither Agree nor
5044911238718340121455812399499disagree
24%25%25%25%24%28%22%25%30%26%22%23%25%

b

77708181604309592122467197412785Agree
37%39%40%39%41%42%37%38%35%41%42%30%39%

64515130450204362117956135516579Agree very strongly
31%29%29%29%27%25%37%30%29%28%31%42%29%

gh

Don't Know (DO NOT READ
2103972*12---12OUT)
1%1%1%1%1%1%*%*%1%-%-%-%1%

14012243111053512954240312433128281364NET: Agree
68%68%69%68%68%68%74%68%64%69%73%72%68%

d

14111269954424011292125NET: Disagree
7%6%6%6%7%3%4%7%5%5%5%5%6%
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

7921*3636Disagree very strongly
2%3%2%*%2%2%

15125688189Disagree
3%4%5%6%4%4%

Neither Agree nor
1019329018481499disagree

23%32%23%14%26%25%

acb

17110749952733785Agree
39%37%40%41%39%39%

1386936748532579Agree very strongly
32%24%29%38%28%29%

bba

Don't Know (DO NOT READ
2*1011112OUT)
*%*%1%*%1%1%

30917686610012651364NET: Agree
71%61%70%79%67%68%

bba

2221788117125NET: Disagree
5%7%6%6%6%6%
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

71217235-----252936Disagree very strongly
2%2%2%4%2%-%-%-%-%-%6%2%2%2%

ai

174032286-----2147289Disagree
5%5%4%6%4%-%-%-%-%-%8%5%4%4%

Neither Agree nor
742102156493---*2468425499disagree
24%27%24%17%25%-%-%-%13%43%13%26%25%25%

ccc

12030536018768--12213103665785Agree
39%39%40%46%39%-%-%100%78%51%41%39%39%39%

8722127210569*--**1076493579Agree very strongly
28%28%30%27%29%100%-%-%10%6%32%29%29%29%

Don't Know (DO NOT READ
*29*12-----**1112OUT)
*%*%1%*%1%-%-%-%-%-%*%*%1%1%

c

207526632281336*-1232217911571364NET: Agree
68%67%70%73%68%100%-%100%87%57%73%67%68%68%

2452504121-----420101125NET: Disagree
8%7%6%10%6%-%-%-%-%-%13%7%6%6%

ai
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

-2*1*19209111291136Disagree very strongly
-%50%2%4%*%2%1%2%2%2%1%1%1%2%

a

---*5-3560172440253589Disagree
-%-%-%1%19%-%3%5%4%4%3%3%3%4%

abdac

Neither Agree nor
-*11514283306113159304179275499disagree
-%3%46%6%18%26%25%26%26%26%25%26%25%25%

dd

-**101322452468170232498284442785Agree
-%3%10%56%47%40%41%39%39%38%41%40%41%39%

*216416335333124181363207324579Agree very strongly
100%45%41%33%15%29%30%28%28%30%30%29%30%29%

c

Don't Know (DO NOT READ
-----2*3212*212OUT)
-%-%-%-%-%3%*%*%*%*%*%*%*%1%

ab

*211517377878012934138614907661364NET: Agree
100%48%52%89%63%69%71%67%67%68%71%70%70%68%

abcf

-2*15143792635523346125NET: Disagree
-%50%2%5%19%2%4%7%6%6%4%5%4%6%

ababc
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

-3216-------1136Disagree very strongly
-%2%1%*%1%-%-%-%-%-%-%-%2%2%

-351418-----112289Disagree
-%2%2%5%4%-%-%-%-%-%14%11%4%4%

cdcd

Neither Agree nor
3576573108*--*514149499disagree

25%32%23%24%24%22%-%-%100%99%17%38%25%25%

abc

569110116197*-*--*3228785Agree
45%39%39%39%44%55%-%70%-%-%5%31%39%39%

34410195119*-*-*42175579Agree very strongly
30%25%36%32%27%24%-%30%-%1%64%20%30%29%

ad

Don't Know (DO NOT READ
---*2------*112OUT)
-%-%-%*%*%-%-%-%-%-%-%1%*%1%

8113212210316*-*-*554031364NET: Agree
75%64%75%71%70%78%-%100%-%1%69%51%69%68%

d

-671524-----1133125NET: Disagree
-%3%3%5%5%-%-%-%-%-%14%11%6%6%

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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

2118295*7-*53336Disagree very strongly
3%1%3%2%3%*%2%-%1%3%2%2%2%

53515736*181448789Disagree
9%3%6%4%3%1%4%21%5%3%5%3%4%

a

Neither Agree nor
1029460439439107221543447499disagree
19%25%23%25%25%37%26%46%25%32%24%22%25%

a

244731076785910163134654885785Agree
45%41%42%39%34%42%40%17%39%38%35%41%39%

1335064514585116125424667579Agree very strongly
25%30%25%29%34%19%28%16%30%25%33%32%29%

Don't Know (DO NOT READ
*2111*-1-**1-12OUT)
*%*%*%1%*%-%*%-%*%*%*%-%1%

37823171119211715279259107951521364NET: Agree
69%71%67%68%68%61%68%33%69%63%68%73%68%

c

6462310211*251591010125NET: Disagree
12%4%9%6%6%2%6%21%6%5%7%5%6%

aa
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-*11238-23436Disagree very strongly
-%*%1%*%1%2%-%1%2%6%2%

-4343618**2189Disagree
-%3%3%1%3%5%1%*%2%1%4%

aa

Neither Agree nor
-3625685571027483521499disagree
-%30%25%25%28%25%38%27%26%34%25%

251401157831493745320785Agree
100%42%40%46%40%37%16%42%39%32%39%

bb

-3130594581238524316579Agree very strongly
-%25%30%28%28%31%45%30%32%27%29%

Don't Know (DO NOT READ
--2-*1--*-12OUT)
-%-%*%-%*%*%-%-%*%-%1%

2827062501412731112797361364NET: Agree
100%67%70%74%68%68%61%72%71%59%68%

-4455927*254125NET: Disagree
-%4%4%1%4%7%1%1%4%7%6%

a
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-999811-668-27436Disagree very strongly
-%1%1%2%1%1%-%5%2%2%-%2%1%1%2%

ab

-1624172030-51017-6191089Disagree
-%2%3%4%3%3%-%4%3%4%-%7%3%3%4%

b

Neither Agree nor
1195219108173266*2892100-2516269499disagree

13%28%24%24%26%26%2%23%25%25%-%28%27%25%25%

a

2295360169266422443148154-31232123785Agree
39%43%40%38%40%40%84%36%40%39%-%34%39%45%39%

bc

3176293144201313138114115-2718271579Agree very strongly
49%25%32%32%30%30%14%32%31%29%-%30%30%26%29%

b

Don't Know (DO NOT READ
-221-2-*11-***12OUT)
-%*%*%*%-%*%-%*%*%*%-%*%*%*%1%

5471653313467735482261269-574141941364NET: Agree
87%68%72%70%70%70%98%68%70%68%-%64%69%70%68%

b

-2534262841-111625-82614125NET: Disagree
-%4%4%6%4%4%-%9%4%6%-%9%4%5%6%

bb
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

-1219104492636Disagree very strongly
-%7%11%3%1%1%7%5%3%1%2%2%

ababb

*1-318251*114789Disagree
2%6%-%9%3%3%2%1%4%2%2%4%

Neither Agree nor
311271902161616626871499disagree

23%57%11%20%28%25%31%21%23%33%24%25%

acd

64916286335233111179111785Agree
51%21%58%43%41%39%45%42%41%38%38%39%

3239186272723805396579Agree very strongly
23%10%20%24%27%32%14%31%29%26%33%29%

beeebe

Don't Know (DO NOT READ
----12--1-112OUT)
-%-%-%-%*%*%-%-%*%-%*%1%

96122447160731541911312061364NET: Agree
75%31%78%67%68%71%59%73%70%64%71%68%

ee

*22527355420513125NET: Disagree
2%12%11%13%4%4%10%6%7%3%4%6%

abb
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

17141114-73115362333263336Disagree very strongly
1%6%21%1%-%2%2%1%2%2%2%2%2%2%

ba

60148371147438824975507389Disagree
4%5%15%2%22%4%4%4%4%3%4%4%4%4%

a

Neither Agree nor
3768420331-113449284486363446346438499disagree

24%33%38%21%-%29%25%27%25%26%25%26%25%25%

ba

631869650*144685428748561672497658785Agree
40%33%17%42%3%37%39%40%39%40%38%38%38%39%

ab

4875625254112518288557410517389513579Agree very strongly
31%22%4%34%75%28%29%27%29%29%29%30%30%29%

ab

Don't Know (DO NOT READ
8338-27511594912OUT)
1%1%5%1%-%*%*%1%1%*%1%*%1%1%

a

1118142111176425612027161304970118988511711364NET: Agree
71%55%21%75%78%65%68%68%68%69%68%68%68%68%

ab

77281951122105531187310876106125NET: Disagree
5%11%36%3%22%5%6%5%6%5%6%6%6%6%

ba
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

142323681023392*936Disagree very strongly
1%2%1%6%3%3%2%2%3%2%1%2%2%

ccb

286165417155913115*1389Disagree
3%6%4%4%7%5%4%7%3%5%2%4%4%

bcb

Neither Agree nor
216283414285495352518724689499disagree

24%26%25%29%21%30%24%26%25%28%48%24%25%

b

3434426294211013357178142454163785Agree
38%40%39%43%43%42%39%40%40%52%31%43%39%

b

30227748717706546149100102101579Agree very strongly
33%25%30%17%27%20%31%25%28%12%18%27%29%

abbaca

Don't Know (DO NOT READ
5771*35*2--112OUT)
1%1%*%1%*%1%*%*%1%-%-%*%1%

64571911165918019810321262435562641364NET: Agree
71%66%69%60%70%62%70%65%69%64%49%70%68%

ac

4184881025258216206*23125NET: Disagree
5%8%5%10%10%8%6%8%6%7%3%6%6%

bcc
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

**211*****1136Disagree very strongly
*%*%2%2%1%1%1%1%1%*%9%1%2%

acd

2*652212131589Disagree
2%3%6%10%4%3%7%4%3%4%6%3%4%

d

Neither Agree nor
15428614177111017635499disagree
21%27%25%12%28%20%33%23%28%24%34%23%25%

aac

324412121317181126462785Agree
44%28%37%45%42%38%35%37%34%37%25%41%39%

b

246331513315171123449579Agree very strongly
33%43%30%31%25%38%24%35%34%34%26%32%29%

d

Don't Know (DO NOT READ
--1--*-*****12OUT)
-%-%1%-%-%*%-%*%*%*%*%*%1%

5611743533621235234991111364NET: Agree
77%70%66%76%67%76%59%72%67%71%51%73%68%

bbbb

218633221326125NET: Disagree
2%3%8%13%5%3%8%5%4%5%14%4%6%

ddacd
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

656163113*-536Disagree very strongly
4%3%3%*%4%2%1%*%1%1%-%2%2%

bdeibbdei

28912445413-131389Disagree
2%4%5%6%3%3%5%3%5%-%9%5%4%

ghl

Neither Agree nor
343649563343323457144170499disagree
26%20%26%27%24%28%28%27%22%24%27%24%25%

52737674625444461042469107785Agree
40%40%41%36%44%36%38%37%40%43%45%37%39%

366146633645333783153194579Agree very strongly
27%33%25%30%25%30%28%30%32%26%20%33%29%

bbbbbbj

Don't Know (DO NOT READ
-112*2-214--12OUT)
-%*%*%1%*%1%-%2%*%6%-%-%1%

aabdfghijkl

8813412213897997782187391002011364NET: Agree
68%73%65%66%69%66%67%67%72%69%65%70%68%

81315131076517*1318125NET: Disagree
6%7%8%6%7%4%6%4%6%1%9%6%6%
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

16105536Disagree very strongly
3%2%1%1%2%

ab

1920232789Disagree
4%4%5%5%4%

Neither Agree nor
119132122125499disagree

24%26%24%25%25%

201190194200785Agree
40%38%39%40%39%

143145153139579Agree very strongly
29%29%31%28%29%

Don't Know (DO NOT READ
143412OUT)
*%1%1%1%1%

3443343473401364NET: Agree
69%67%69%68%68%

35302832125NET: Disagree
7%6%6%6%6%
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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 postal services in the UK provide
good value for money
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

3717465411138181193Increase
7%15%14%10%8%14%11%15%15%9%10%

aaeaaa

333377340521516123314201472Stay about the same
70%67%66%74%75%64%59%64%66%74%74%

cbcde

1192371110173410303320Decrease
24%18%20%15%16%21%29%21%19%16%16%

abaab

Don't Know (DO NOT READ
----7**-*1516OUT)
-%-%-%-%1%*%1%-%*%1%1%

b
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

781116626171527125281225193Increase
8%8%11%10%16%10%8%8%7%7%9%11%11%10%

cefgjlm

677476125511212215122812544222851661472Stay about the same
75%76%74%73%68%74%76%70%77%68%75%74%76%74%

151515275272131672516421629320Decrease
17%15%15%16%16%13%15%21%16%25%14%14%13%16%

achjach

Don't Know (DO NOT READ
-*-15-432--52-16OUT)
-%*%-%1%-%2%1%1%-%-%2%2%-%1%

aklmkkmkm
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

21172381556617470151192193Increase
10%10%8%10%9%12%7%12%8%2%11%6%10%

cchc

15313183191153562974442914542121301472Stay about the same
74%73%71%74%74%69%79%73%75%89%69%78%74%

bbdegh

322879122912026787334366320Decrease
16%16%20%15%16%19%13%15%17%9%20%16%16%

ace

Don't Know (DO NOT READ
*164129-*42-*-16OUT)
*%1%1%1%1%-%1%1%1%-%*%-%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

8740667186193Increase
20%14%5%5%10%10%

aba

29119595910613661472Stay about the same
67%67%77%84%73%74%

bca

544921211308320Decrease
12%17%17%9%16%16%

cb

Don't Know (DO NOT READ
25631316OUT)
*%2%1%2%1%1%

ac
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

92693117176*-*231276100193Increase
30%9%3%43%9%100%-%59%78%54%38%28%6%10%

abaabiaaiai

164588720171455--**21414813071472Stay about the same
54%74%79%44%74%-%-%41%18%46%46%55%77%74%

cbcbcjbcij

481241485315---*-543271320Decrease
16%16%16%13%16%-%-%-%4%-%16%16%16%16%

Don't Know (DO NOT READ
-97-16-------1616OUT)
-%1%1%-%1%-%-%-%-%-%-%-%1%1%

cb
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

**1171310914063103131100112193Increase
100%5%41%5%27%24%10%12%15%17%11%14%10%10%

adadacacfac

-321511347988493004268654717771472Stay about the same
-%95%59%90%42%63%72%71%69%70%71%67%71%74%

abccbcbbb

---1862011956875216128194320Decrease
-%-%-%5%31%10%18%16%16%12%18%18%18%16%

abdbdddd

Don't Know (DO NOT READ
-----2663574516OUT)
-%-%-%-%-%3%1%*%1%1%1%1%*%1%

a
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

634363125*-*-23790193Increase
50%19%13%10%6%68%-%87%-%31%51%72%15%10%

abcaa

5112200222325*-*-4314181472Stay about the same
48%64%70%74%72%10%-%13%-%69%48%8%71%74%

dd

*30464496*--*-*273320Decrease
2%17%16%15%21%22%-%-%100%-%2%20%12%16%

b

Don't Know (DO NOT READ
--224-------516OUT)
-%-%1%1%1%-%-%-%-%-%-%-%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

121194514815187328441712193Increase
22%10%18%8%9%3%21%51%33%26%12%6%10%

aabcababa

298341741298132162761511051041661472Stay about the same
55%72%68%74%77%64%67%26%59%62%74%79%74%

bbacdcd

13204362842284417211927320Decrease
24%17%14%16%13%33%11%23%8%12%14%13%16%

ac

Don't Know (DO NOT READ
-7-152-3----416OUT)
-%1%-%1%1%-%1%-%-%-%-%2%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-151054142612293110193Increase
-%12%10%12%20%15%11%17%22%17%10%

2847122351412851312591451472Stay about the same
100%69%71%69%68%71%68%71%67%74%74%

-24186612451422156320Decrease
-%19%18%18%12%13%21%12%11%10%16%

Don't Know (DO NOT READ
-*52-5----16OUT)
-%*%1%1%-%1%-%-%-%-%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

160977291102*275875-168339193Increase
20%9%11%16%14%10%11%22%16%19%-%18%14%14%10%

aab

3495653316449753278262268-573991951472Stay about the same
59%71%72%71%67%72%47%64%71%68%-%63%66%70%74%

b

1133150551241852164747-1811643320Decrease
20%19%17%12%19%18%39%13%13%12%-%19%19%16%16%

cc

Don't Know (DO NOT READ
-47545*-34-*4*16OUT)
-%1%1%1%1%1%3%-%1%1%-%*%1%*%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

876560951518403146193Increase
70%37%40%14%9%11%30%24%15%15%16%10%

abcabc

11071848860931501971412071472Stay about the same
12%52%42%49%71%71%59%66%72%69%71%74%

ee

2231413514767332932320Decrease
18%11%18%37%20%17%11%9%12%14%11%16%

Don't Know (DO NOT READ
----59-*43516OUT)
-%-%-%-%1%1%-%*%1%2%2%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

1175214124*53168122185156175139173193Increase
7%20%27%8%3%13%10%11%10%11%10%11%10%10%

bab

11931682511842279129675814101027127292412491472Stay about the same
75%65%46%76%36%71%73%72%73%73%73%70%72%74%

abb

2563714246360289172310221293240289320Decrease
16%14%27%16%61%15%16%16%16%16%17%18%17%16%

ad

Don't Know (DO NOT READ
15*-13-21271471491416OUT)

1%*%-%1%-%*%1%1%1%1%1%1%1%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

891041202051--1934825262193Increase
10%10%7%21%20%-%-%100%14%29%17%16%10%

ccbcb

739732124061163-1472-2475562631472Stay about the same
81%67%76%62%63%-%100%-%70%64%51%70%74%

aabac

672522581743320--566452320Decrease
7%23%16%17%17%100%-%-%16%7%32%14%16%

baba

Don't Know (DO NOT READ
1246-2---1---16OUT)

1%*%*%-%1%-%-%-%*%-%-%-%1%

a
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

3510471037811217193Increase
4%31%9%9%13%12%14%15%25%15%14%11%10%

abdda

65106639365814341949101091472Stay about the same
90%69%59%82%71%70%69%68%57%70%59%72%74%

bcbdbd

5-36481548610526320Decrease
7%-%32%9%15%18%17%17%18%14%27%17%16%

acdc

Don't Know (DO NOT READ
----*------*16OUT)
-%-%-%-%*%-%-%-%-%-%-%*%1%
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

1221617171817112281828193Increase
1%12%8%8%12%12%15%9%8%13%11%10%10%

llllldllllll

105145136162106908197192421152011472Stay about the same
80%79%73%78%75%60%70%79%73%75%75%70%74%

afgaggagggagggg

22173524184216154751858320Decrease
17%9%19%11%13%28%14%13%18%9%12%20%16%

kikabcdefhijkikbeik

l

Don't Know (DO NOT READ
2--5--1**24216OUT)
2%-%-%2%-%-%1%*%*%3%2%1%1%

ddgjkddghjkdgj
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

39525053193Increase
8%10%10%11%10%

3853583703581472Stay about the same
77%72%74%72%74%

74857982320Decrease
15%17%16%16%16%

Don't Know (DO NOT READ
251716OUT)
*%1%*%1%1%

b
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QS1. In the past 12 months, has the volume of post your organisation has sent increased, decreased or stayed about the same?
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
23121950559272461165257Unweighted total

3717465411138181193Weighted total

141328305**498103Parcels and packets
38%57%76%60%56%41%15%17%54%54%53%

13620165*136771Letters
27%45%35%43%29%42%30%40%44%37%37%

13415104*125256Large letters
28%46%22%31%18%32%21%49%27%29%29%

Other everyday
correspondence, such as
invoices, one off bills

11117102**24547etc.
42%14%8%36%19%22%21%17%23%25%24%

a

Order fulfilment
(sending ordered goods

**41261--13840to customers)
6%5%25%25%11%12%-%-%18%21%21%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-*2531**11314mail
-%2%10%12%5%9%22%2%9%7%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*-*6-1--11112customer packs etc
4%-%3%14%-%7%-%-%10%6%6%

a

Publications, such as
magazines, periodicals,

*--53*--*910customer newsletters
8%-%-%10%5%2%-%-%3%5%5%

Goods / business
supplies / large packets

----1----11ordered via lorry
-%-%-%-%2%-%-%-%-%1%1%

*---******1Other (PLEASE SPECIFY)
8%-%-%-%1%2%11%2%1%*%*%

None of these (DO NOT
*--21*-**77READ OUT)
7%-%-%4%2%4%-%14%1%4%4%

Don't Know (DO NOT READ
---------**OUT)
-%-%-%-%-%-%-%-%-%*%*%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
28283716421211627126261124257Unweighted total

781116626171527125281225193Weighted total

3459015810167213417103Parcels and packets
43%55%45%54%57%45%65%57%57%39%45%34%69%53%

3256145316331241171Letters
40%24%45%37%15%28%20%58%30%58%45%32%46%37%

33446742133272656Large letters
39%37%35%28%28%23%14%47%26%39%27%18%23%29%

Other everyday
correspondence, such as
invoices, one off bills

2244022*11*278847etc.
27%24%33%24%7%11%2%39%2%39%25%64%34%24%

Order fulfilment
(sending ordered goods

1233326242-74740to customers)
16%26%27%20%7%33%11%14%19%-%26%31%30%21%

Advertising and
promotional material,
such as catalogues,
brochures and direct

1211121-2*1*2314mail
8%18%7%7%8%8%-%6%1%19%1%16%11%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

**1102-11*-22212customer packs etc
7%6%7%6%7%-%8%5%2%-%7%16%7%6%

Publications, such as
magazines, periodicals,

*11821---1-2210customer newsletters
7%12%5%5%7%8%-%-%-%19%-%16%7%5%

Goods / business
supplies / large packets

---1---1-----1ordered via lorry
-%-%-%1%-%-%-%4%-%-%-%-%-%1%

**-*------*--1Other (PLEASE SPECIFY)
1%5%-%*%-%-%-%-%-%-%*%-%-%*%

None of these (DO NOT
*--7-**12*22-7READ OUT)
7%-%-%4%-%1%1%4%15%3%6%15%-%4%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%4%-%-%-%-%-%-%-%-%-%-%*%

j

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
31226721859223685155265257Unweighted total
21172381556617470151192193Weighted total

129123803354453*121103Parcels and packets
58%53%60%52%50%26%89%64%22%11%66%61%53%

962205223162129*9171Letters
45%36%51%34%35%91%51%17%58%32%48%50%37%

ae

74913441711*204*4*56Large letters
34%29%33%28%25%61%4%29%24%37%24%14%29%

Other everyday
correspondence, such as
invoices, one off bills

7401235126-17415147etc.
34%23%31%23%19%35%-%25%27%85%29%61%24%

Order fulfilment
(sending ordered goods

435112992*201-7*40to customers)
22%20%28%19%14%11%2%29%7%-%39%14%21%

h

Advertising and
promotional material,
such as catalogues,
brochures and direct

*13595125--1-14mail
2%8%14%6%7%7%44%7%-%-%4%-%7%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

1113931-52-1-12customer packs etc
4%6%7%6%5%7%-%7%12%-%4%-%6%

Publications, such as
magazines, periodicals,

28272124*-*-10customer newsletters
8%5%6%5%3%5%51%6%2%-%2%-%5%

Goods / business
supplies / large packets

-1-11-------1ordered via lorry
-%1%-%1%2%-%-%-%-%-%-%-%1%

*****--*-**-1Other (PLEASE SPECIFY)
1%*%*%*%*%-%-%*%-%5%1%-%*%

None of these (DO NOT
*71751-2----7READ OUT)
*%4%1%4%8%3%-%2%-%-%-%-%4%

Don't Know (DO NOT READ
-*-*---*----*OUT)
-%*%-%*%-%-%-%1%-%-%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
11652897250257Unweighted total

8740667186193Weighted total

522031499103Parcels and packets
60%48%47%60%53%53%

22173327071Letters
25%41%50%26%37%37%

cc

25161625456Large letters
28%38%24%30%29%29%

Other everyday
correspondence, such as
invoices, one off bills

15112224547etc.
17%26%33%36%24%24%

c

Order fulfilment
(sending ordered goods

3315-4040to customers)
38%3%8%-%21%21%

ab

Advertising and
promotional material,
such as catalogues,
brochures and direct

734-1414mail
8%7%7%-%7%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

741-1212customer packs etc
8%10%1%-%6%6%

aa

Publications, such as
magazines, periodicals,

6-4-1010customer newsletters
7%-%6%-%5%5%

Goods / business
supplies / large packets

-1--11ordered via lorry
-%3%-%-%1%1%

*-*-11Other (PLEASE SPECIFY)
1%-%*%-%*%*%

None of these (DO NOT
412-77READ OUT)
5%3%3%-%4%4%

Don't Know (DO NOT READ
*---**OUT)
1%-%-%-%*%*%

Refused (DO NOT READ
------OUT)
-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
1378931352221-22426102120257Unweighted total

92693117176*-*231276100193Weighted total

5832131588--*22104344103Parcels and packets
63%46%41%89%50%-%-%100%100%75%91%57%44%53%

ababi

293012467*--2*2254271Letters
32%43%39%26%38%100%-%-%88%4%20%33%42%37%

26219551--*2*2213056Large letters
28%30%30%28%29%-%-%100%88%4%21%28%30%29%

Other everyday
correspondence, such as
invoices, one off bills

20207345*--2-1172747etc.
21%29%24%16%25%100%-%-%88%-%5%23%27%24%

Order fulfilment
(sending ordered goods

328-732--*22324840to customers)
34%12%-%44%18%-%-%30%88%96%26%32%8%21%

abaiaai

Advertising and
promotional material,
such as catalogues,
brochures and direct

644311---2-13814mail
6%6%13%19%6%-%-%-%88%-%11%3%8%7%

bi

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

10*229*--2-*7212customer packs etc
10%1%6%15%5%100%-%-%88%-%4%9%2%6%

baia

Publications, such as
magazines, periodicals,

53227---2-*2510customer newsletters
5%4%7%14%4%-%-%-%88%-%4%3%5%5%

bi

Goods / business
supplies / large packets

-1--1-------11ordered via lorry
-%2%-%-%1%-%-%-%-%-%-%-%1%1%

**-*1-----***1Other (PLEASE SPECIFY)
1%*%-%*%*%-%-%-%-%-%*%1%*%*%

None of these (DO NOT
61--7------617READ OUT)
7%2%-%-%4%-%-%-%-%-%-%8%1%4%

a

Don't Know (DO NOT READ
-*--*-------**OUT)
-%1%-%-%*%-%-%-%-%-%-%-%*%*%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
1378931352221-22426102120257Unweighted total

92693117176*-*231276100193Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
123572014919795140187153163257Unweighted total
**1171310914063103131100112193Weighted total

-*1*4755713579675358103Parcels and packets
-%51%96%29%48%58%51%51%56%77%51%53%52%53%

abcef

****565552233767486571Letters
100%49%4%6%75%51%51%37%37%36%51%48%58%37%

defdfdef

-***564140183452484456Large letters
-%100%4%29%72%44%38%29%28%32%40%48%39%29%

fdeff

Other everyday
correspondence, such as
invoices, one off bills

*-*-442536162033253347etc.
100%-%4%-%51%32%23%25%26%19%25%25%29%24%

d

Order fulfilment
(sending ordered goods

-*--241436152620181640to customers)
-%51%-%-%25%32%12%26%24%25%15%18%14%21%

acac

Advertising and
promotional material,
such as catalogues,
brochures and direct

---*-36996108914mail
-%-%-%60%-%27%5%6%14%6%7%8%8%7%

df

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*---225811898912customer packs etc
100%-%-%-%25%19%4%6%18%8%7%8%8%6%

abcdf

Publications, such as
magazines, periodicals,

-----4477585810customer newsletters
-%-%-%-%-%34%3%5%11%5%6%5%7%5%

Goods / business
supplies / large packets

------11--1-11ordered via lorry
-%-%-%-%-%-%1%1%-%-%1%-%1%1%

---*--*1*****1Other (PLEASE SPECIFY)
-%-%-%6%-%-%*%*%*%*%*%*%*%*%

None of these (DO NOT
-----256557667READ OUT)
-%-%-%-%-%18%5%4%8%5%6%6%6%4%

Don't Know (DO NOT READ
------**--****OUT)
-%-%-%-%-%-%*%*%-%-%*%*%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
123572014919795140187153163257Unweighted total
**1171310914063103131100112193Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
7574747292-2-257124257Unweighted total
634363125*-*-23790193Weighted total

316211215*-*-23767103Parcels and packets
56%48%58%39%60%65%-%65%-%97%100%93%74%53%

22317188*-*-2*23371Letters
28%69%47%59%31%35%-%35%-%100%14%23%36%37%

c

51614134*-*-2122956Large letters
94%48%39%43%14%65%-%65%-%97%17%23%32%29%

Other everyday
correspondence, such as
invoices, one off bills

-128102*-*--*21847etc.
-%35%23%34%8%35%-%35%-%-%3%23%20%24%

Order fulfilment
(sending ordered goods

-7742-----*22440to customers)
-%21%19%12%7%-%-%-%-%-%14%30%26%21%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-2152------2414mail
-%6%3%15%8%-%-%-%-%-%-%23%4%7%

c

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-432-*-*---2612customer packs etc
-%11%9%7%-%35%-%35%-%-%-%23%7%6%

Publications, such as
magazines, periodicals,

-2141------2310customer newsletters
-%6%2%14%4%-%-%-%-%-%-%23%4%5%

c

Goods / business
supplies / large packets

--1----------1ordered via lorry
-%-%3%-%-%-%-%-%-%-%-%-%-%1%

-***--------*1Other (PLEASE SPECIFY)
-%*%*%*%-%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
*323--------57READ OUT)
1%8%5%9%-%-%-%-%-%-%-%-%5%4%

Don't Know (DO NOT READ
--*----------*OUT)
-%-%1%-%-%-%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 206  (continuation)                                                                                                                                                  Page 3561

QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*b*aSignificance Level: 95%
1617156201305105443452622257Unweighted total
121194514815187328441712193Weighted total

6613766517422534144103Parcels and packets
54%51%82%45%31%81%85%95%89%76%86%36%53%

ac

563125913*24-8165771Letters
40%53%27%40%86%19%27%-%30%37%32%59%37%

a

3509478*25*8145556Large letters
24%42%20%32%52%15%29%9%30%32%32%44%29%

a

Other everyday
correspondence, such as
invoices, one off bills

2307412*18-892147etc.
19%26%15%28%14%34%20%-%27%21%14%6%24%

b

Order fulfilment
(sending ordered goods

*191030*-2621194140to customers)
3%16%22%20%1%-%30%74%38%21%23%5%21%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

*92121-4-212*14mail
4%8%5%8%9%-%5%-%7%3%12%4%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*92101*7-422*12customer packs etc
1%7%4%7%4%19%8%-%15%4%10%1%6%

Publications, such as
magazines, periodicals,

-8281-4-212-10customer newsletters
-%7%4%5%5%-%5%-%7%3%12%-%5%

Goods / business
supplies / large packets

-1-1--------1ordered via lorry
-%1%-%1%-%-%-%-%-%-%-%-%1%

-***--**--*-1Other (PLEASE SPECIFY)
-%*%1%*%-%-%*%5%-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*b*aSignificance Level: 95%
1617156201305105443452622257Unweighted total
121194514815187328441712193Weighted total

None of these (DO NOT
2626*-5-221-7READ OUT)

14%5%4%4%1%-%5%-%7%4%8%-%4%

Don't Know (DO NOT READ
-*-*--------*OUT)
-%*%-%*%-%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 206  (continuation)                                                                                                                                                  Page 3563

QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-341526853877413518257Unweighted total
-151054142612293110193Weighted total

-1056223643226289103Parcels and packets
-%67%53%52%86%70%87%87%92%91%53%

a

-11642512251109171Letters
-%78%61%60%29%41%34%35%30%7%37%

-84218924176156Large letters
-%55%40%44%22%40%28%24%21%11%29%

b

Other everyday
correspondence, such as
invoices, one off bills

-73117614144147etc.
-%50%30%41%15%22%29%15%13%9%24%

b

Order fulfilment
(sending ordered goods

-415810161511-40to customers)
-%27%14%20%23%27%26%17%36%-%21%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-39424-42*14mail
-%23%9%10%4%7%-%13%6%5%7%

b

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-39544*44112customer packs etc
-%23%8%13%8%7%6%14%12%6%6%

b

Publications, such as
magazines, periodicals,

-38323-22*10customer newsletters
-%22%7%8%4%6%-%8%6%5%5%

b

Goods / business
supplies / large packets

-111------1ordered via lorry
-%7%1%3%-%-%-%-%-%-%1%

b

-*****-***1Other (PLEASE SPECIFY)
-%1%*%*%*%*%-%1%*%1%*%

None of these (DO NOT
-*2423-**-7READ OUT)
-%1%2%10%4%5%-%*%*%-%4%

b

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-341526853877413518257Unweighted total
-151054142612293110193Weighted total

Don't Know (DO NOT READ
--*-------*OUT)
-%-%*%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
510513910113815014385101-3112966257Unweighted total
160977291102*275875-168339193Weighted total

13150554851*244560-124419103Parcels and packets
83%52%51%76%53%51%100%88%78%80%-%73%52%50%53%

abab

13955284362*72225-9432171Letters
58%65%57%38%47%61%100%27%38%34%-%59%52%54%37%

bc

13240294542*102321-10411956Large letters
60%52%42%40%49%42%100%36%39%28%-%59%50%48%29%

Other everyday
correspondence, such as
invoices, one off bills

11930172331*51316-5231247etc.
55%31%31%24%26%30%100%17%22%22%-%34%28%32%24%

Order fulfilment
(sending ordered goods

11019211815-111521-315840to customers)
58%16%20%30%20%15%-%40%27%28%-%20%18%21%21%

a

Advertising and
promotional material,
such as catalogues,
brochures and direct

*59689*345-37514mail
17%8%9%8%9%9%100%10%6%7%-%16%8%13%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-89889*366-36512customer packs etc
-%14%9%10%9%9%100%12%10%8%-%19%7%12%6%

Publications, such as
magazines, periodicals,

-58558*335-34510customer newsletters
-%8%8%7%6%7%100%10%6%7%-%17%4%12%5%

b

Goods / business
supplies / large packets

-11--1--------1ordered via lorry
-%2%1%-%-%1%-%-%-%-%-%-%-%-%1%

-*****-***-***1Other (PLEASE SPECIFY)
-%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

None of these (DO NOT
-25365--23-*247READ OUT)
-%3%5%4%6%4%-%-%4%4%-%1%3%9%4%

b

Don't Know (DO NOT READ
-**-**------*-*OUT)
-%1%1%-%1%*%-%-%-%-%-%-%1%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 206  (continuation)                                                                                                                                                  Page 3566

QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
510513910113815014385101-3112966257Unweighted total
160977291102*275875-168339193Weighted total

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
861061051342430654772257Unweighted total
876560951518403146193Weighted total

874432501315292537103Parcels and packets
99%100%60%68%54%53%82%83%73%81%79%53%

*21138494515112271Letters
4%23%8%22%63%51%24%27%37%37%47%37%

22*329396613122456Large letters
27%30%6%51%47%42%40%33%33%39%51%29%

c

Other everyday
correspondence, such as
invoices, one off bills

--**182735961347etc.
-%-%2%4%30%29%22%27%23%19%28%24%

Order fulfilment
(sending ordered goods

*1-2820891071440to customers)
3%15%-%39%13%21%50%52%25%22%29%21%

abc

Advertising and
promotional material,
such as catalogues,
brochures and direct

--**472343614mail
-%-%1%1%6%8%16%15%9%10%12%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--2*773343612customer packs etc
-%-%27%3%11%8%19%17%10%11%13%6%

Publications, such as
magazines, periodicals,

--*-462333510customer newsletters
-%-%5%-%6%7%15%15%8%10%11%5%

Goods / business
supplies / large packets

----1------1ordered via lorry
-%-%-%-%2%-%-%-%-%-%-%1%

----**--***1Other (PLEASE SPECIFY)
-%-%-%-%*%*%-%-%1%*%*%*%

None of these (DO NOT
--*-*2**32*7READ OUT)
-%-%4%-%1%2%*%*%7%6%*%4%

a

Don't Know (DO NOT READ
----**-----*OUT)
-%-%-%-%1%1%-%-%-%-%-%*%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
861061051342430654772257Unweighted total
876560951518403146193Weighted total

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
1636517179187236166249210239197238257Unweighted total
1175214124*53168122185156175139173193Weighted total

5234964*2989699890927491103Parcels and packets
44%66%62%52%100%55%53%56%53%57%53%53%52%53%

b

5015652-206843695767576771Letters
43%29%44%42%-%38%40%35%37%36%38%41%39%37%

a

3913339-195234565153445356Large letters
33%25%24%31%-%37%31%28%30%33%30%32%30%29%

Other everyday
correspondence, such as
invoices, one off bills

3310334-143835453738323847etc.
28%20%18%28%-%27%23%28%25%24%22%23%22%24%

Order fulfilment
(sending ordered goods

1914127*163632403534293240to customers)
17%27%6%22%100%30%21%27%21%22%19%21%18%21%

Advertising and
promotional material,
such as catalogues,
brochures and direct

95-13-714814111171114mail
8%9%-%10%-%14%8%6%7%7%6%5%6%7%

a

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5619-8101012111091012customer packs etc
5%12%8%7%-%15%6%9%6%7%6%7%6%6%

bb

Publications, such as
magazines, periodicals,

64-8-510610774710customer newsletters
5%8%-%7%-%10%6%5%5%4%4%3%4%5%

Goods / business
supplies / large packets

1-1--111111-11ordered via lorry
1%-%8%-%-%2%1%1%1%1%1%-%1%1%

1--*-*11111111Other (PLEASE SPECIFY)
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

None of these (DO NOT
5*-6-265647477READ OUT)
5%*%-%5%-%4%3%4%3%2%4%3%4%4%

Don't Know (DO NOT READ
*--*--*-*-*-**OUT)
*%-%-%*%-%-%*%-%*%-%*%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
1636517179187236166249210239197238257Unweighted total
1175214124*53168122185156175139173193Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*bab*a*baSignificance Level: 95%
1081491662564--2576529483257Unweighted total

891041202051--1934825262193Weighted total

5251491141--1033523250103Parcels and packets
59%49%41%55%81%-%-%53%73%93%83%80%53%

c

28446524--71116-1571Letters
31%42%55%8%8%-%-%37%23%25%-%25%37%

a

21354448--5695-1156Large letters
23%34%36%22%16%-%-%29%18%19%-%18%29%

a

Other everyday
correspondence, such as
invoices, one off bills

173041-6--4782*1047etc.
19%29%34%-%12%-%-%24%17%8%11%16%24%

a

Order fulfilment
(sending ordered goods

281219615--40127*1640to customers)
31%12%16%31%29%-%-%21%25%27%6%27%21%

ac

Advertising and
promotional material,
such as catalogues,
brochures and direct

95932--14132314mail
10%5%7%13%5%-%-%7%2%13%76%4%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

489-2--1222-412customer packs etc
4%8%8%-%5%-%-%6%5%7%-%7%6%

Publications, such as
magazines, periodicals,

73612--1012-210customer newsletters
7%3%5%7%5%-%-%5%2%7%-%4%5%

Goods / business
supplies / large packets

1-1----1----1ordered via lorry
1%-%1%-%-%-%-%1%-%-%-%-%1%

***-*--1**-11Other (PLEASE SPECIFY)
*%*%*%-%1%-%-%*%*%2%-%1%*%

None of these (DO NOT
345-2--72**27READ OUT)
3%4%5%-%3%-%-%4%3%1%6%3%4%

Don't Know (DO NOT READ
-**----*----*OUT)
-%*%*%-%-%-%-%*%-%-%-%-%*%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*bab*a*baSignificance Level: 95%
1081491662564--2576529483257Unweighted total

891041202051--1934825262193Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*baSignificance Level: 95%
1215151519259201727647257Unweighted total

3510471037811217193Weighted total

2152462579*8103Parcels and packets
77%24%53%40%62%66%77%75%81%81%2%47%53%

214*34*3231771Letters
63%32%35%8%37%43%3%40%26%27%52%41%37%

222213*2221856Large letters
59%46%23%38%20%29%2%22%24%15%54%45%29%

Other everyday
correspondence, such as
invoices, one off bills

11*11112*2*247etc.
48%15%1%28%12%15%22%21%4%17%2%12%24%

Order fulfilment
(sending ordered goods

1--1-1-1*1-240to customers)
46%-%-%14%-%15%-%20%4%14%-%10%21%

Advertising and
promotional material,
such as catalogues,
brochures and direct

**1--*-*****14mail
11%1%10%-%-%1%-%2%1%1%2%1%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*----*-*-*-*12customer packs etc
5%-%-%-%-%1%-%2%-%1%-%1%6%

Publications, such as
magazines, periodicals,

-1---1----1110customer newsletters
-%29%-%-%-%14%-%-%-%-%44%8%5%

Goods / business
supplies / large packets

------------1ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%1%

--**-------*1Other (PLEASE SPECIFY)
-%-%3%1%-%-%-%-%-%-%-%*%*%

None of these (DO NOT
-*-*-*-*-*-*7READ OUT)
-%1%-%1%-%1%-%1%-%1%-%1%4%

Don't Know (DO NOT READ
------------*OUT)
-%-%-%-%-%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
6171417182626156051538257Unweighted total
1221617171817112281828193Weighted total

*813101510104104711103Parcels and packets
27%37%82%60%87%55%60%37%48%51%38%41%53%

*114751767481071Letters
27%51%25%38%32%6%43%59%32%47%48%38%37%

*12573638281156Large letters
27%3%13%28%40%18%35%30%35%29%48%40%29%

Other everyday
correspondence, such as
invoices, one off bills

15433262346747etc.
59%25%28%19%18%11%36%19%14%47%36%27%24%

Order fulfilment
(sending ordered goods

-2410362*2-4640to customers)
-%11%23%55%20%34%13%3%8%-%23%23%21%

d

Advertising and
promotional material,
such as catalogues,
brochures and direct

*-2122111--314mail
6%-%12%6%14%12%8%9%6%-%-%10%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

--212211*--312customer packs etc
-%-%11%4%14%11%8%10%1%-%-%9%6%

d

Publications, such as
magazines, periodicals,

--2*2-*11--210customer newsletters
-%-%12%3%14%-%2%9%6%-%-%9%5%

Goods / business
supplies / large packets

-------1----1ordered via lorry
-%-%-%-%-%-%-%10%-%-%-%-%1%

-----*--*--*1Other (PLEASE SPECIFY)
-%-%-%-%-%1%-%-%2%-%-%*%*%

None of these (DO NOT
----*2-1*--47READ OUT)
-%-%-%-%1%10%-%10%1%-%-%15%4%

d

Don't Know (DO NOT READ
---*--------*OUT)
-%-%-%3%-%-%-%-%-%-%-%-%*%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
376110158257Unweighted total
39525053193Weighted total

21352522103Parcels and packets
55%67%50%42%53%

ab

1513212371Letters
40%25%42%43%37%

cc

315172256Large letters
8%29%34%41%29%

ddd

Other everyday
correspondence, such as
invoices, one off bills

108111747etc.
27%16%23%33%24%

c

Order fulfilment
(sending ordered goods

61941040to customers)
16%37%9%19%21%

abd

Advertising and
promotional material,
such as catalogues,
brochures and direct

254314mail
5%11%7%5%7%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

253312customer packs etc
5%9%5%5%6%

Publications, such as
magazines, periodicals,

233210customer newsletters
5%6%5%5%5%

Goods / business
supplies / large packets

--1-1ordered via lorry
-%-%2%-%1%

-***1Other (PLEASE SPECIFY)
-%*%1%*%*%

None of these (DO NOT
-2147READ OUT)
-%4%2%8%4%

Don't Know (DO NOT READ
-*--*OUT)
-%1%-%-%*%

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1a. Are there any types of post that you send in particular that have experienced an increase in volumes?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4314277496145273880267412Unweighted total
1192371110173410303320Weighted total

7713456411236184195Letters
59%77%59%64%58%67%76%78%59%61%61%

ab

Other everyday
correspondence, such as
invoices, one off bills

53930449225121130etc.
43%30%40%43%40%53%64%45%53%40%41%

aa

3*528347223100107Large letters
29%3%23%39%31%42%54%49%35%33%33%

213113031126064Parcels and packets
22%14%13%16%27%21%23%25%19%20%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

1*4202231125558mail
7%3%20%29%20%20%26%21%18%18%18%

e

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2*2161831124852customer packs etc
15%1%10%22%16%21%23%16%22%16%16%

Order fulfilment
(sending ordered goods

*11121721*13335to customers)
3%10%5%16%15%12%18%4%14%11%11%

ee

Publications, such as
magazines, periodicals,

*-111921*12931customer newsletters
3%-%5%16%8%13%18%10%12%10%10%

e

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%

--2-4----77Other (PLEASE SPECIFY)
-%-%7%-%3%-%-%-%-%2%2%

None of these (DO NOT
2--10221**14547READ OUT)

20%-%-%14%20%8%7%5%9%15%15%

e

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4314277496145273880267412Unweighted total
1192371110173410303320Weighted total

Don't Know (DO NOT READ
--1-1**--22OUT)
-%-%4%-%1%1%4%-%-%1%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
554149267241935652515401331412Unweighted total
151515275272131672516421629320Weighted total

1191116316111843141123819195Letters
78%62%71%59%59%54%60%64%55%65%54%50%67%61%

cj

Other everyday
correspondence, such as
invoices, one off bills

88810614411321351387130etc.
51%56%54%39%54%18%35%47%51%29%31%52%23%41%

acacjacja

556901036239318612107Large letters
35%37%36%33%38%16%20%35%35%20%43%36%40%33%

g

34354843151296764Parcels and packets
20%24%22%20%30%18%10%22%6%11%21%38%22%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

334489331022135158mail
20%18%29%18%33%12%10%15%8%11%31%31%5%18%

agagj

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

232451221143125452customer packs etc
12%22%14%16%3%11%6%17%16%17%28%33%14%16%

g

Order fulfilment
(sending ordered goods

131305227*265-35to customers)
9%20%9%11%20%11%6%10%1%11%15%33%-%11%

aa

Publications, such as
magazines, periodicals,

233232*-8**102131customer newsletters
11%23%19%9%6%2%-%12%1%1%23%13%4%10%

gagjgjgagj

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--16-----23-17Other (PLEASE SPECIFY)
-%-%6%2%-%-%-%-%-%11%8%-%4%2%

ffm

None of these (DO NOT
12143349115252247READ OUT)
7%15%4%16%11%21%28%17%21%11%11%12%7%15%

kakmk
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
554149267241935652515401331412Unweighted total
151515275272131672516421629320Weighted total

Don't Know (DO NOT READ
-*-2--*--1--12OUT)
-%2%-%1%-%-%*%-%-%6%-%-%4%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
5236015325914337121045084710412Unweighted total
322879122912026787334366320Weighted total

22173511447116648253224195Letters
69%60%56%63%59%63%77%55%76%66%61%70%61%

eh

Other everyday
correspondence, such as
invoices, one off bills

912138924012137162201130etc.
29%42%42%40%34%46%11%43%50%42%55%21%41%

hh

159128794211220151131107Large letters
48%32%31%34%35%44%27%23%47%30%36%24%33%

aeee

36123411652207-14*64Parcels and packets
9%21%25%18%13%20%26%23%20%-%40%8%20%

bhdeh

Advertising and
promotional material,
such as catalogues,
brochures and direct

55317412562155-5158mail
16%19%19%18%21%22%31%17%16%-%14%13%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

5471141235*124-8*52customer packs etc
15%16%13%18%19%20%3%13%13%-%21%1%16%

Order fulfilment
(sending ordered goods

2341124123*114-6-35to customers)
5%12%12%11%10%10%6%12%12%-%16%-%11%

Publications, such as
magazines, periodicals,

130626163*75---31customer newsletters
3%11%7%11%13%11%2%8%15%-%-%-%10%

bbbb

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-7344-12----7Other (PLEASE SPECIFY)
-%2%3%2%3%-%14%2%-%-%-%-%2%

None of these (DO NOT
6411829177-133*5247READ OUT)

18%14%20%13%14%27%-%15%10%4%13%30%15%

d
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
5236015325914337121045084710412Unweighted total
322879122912026787334366320Weighted total

Don't Know (DO NOT READ
-211*1-1----2OUT)
-%1%1%1%*%5%-%1%-%-%-%-%1%

h

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
84672568404412Unweighted total
544921211308320Weighted total

26331334191195Letters
49%67%63%32%62%61%

cc

Other everyday
correspondence, such as
invoices, one off bills

1622905125130etc.
30%45%43%49%40%41%

c

1419732105107Large letters
27%38%35%17%34%33%

10104346064Parcels and packets
19%20%21%33%19%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

4114335558mail
8%23%20%26%18%18%

cc

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

9934-5252customer packs etc
17%18%16%-%17%16%

Order fulfilment
(sending ordered goods

672223335to customers)
12%15%10%17%11%11%

Publications, such as
magazines, periodicals,

4621-3131customer newsletters
8%13%10%-%10%10%

Goods / business
supplies / large packets

------ordered via lorry
-%-%-%-%-%-%

Legal / accounts
------documents / tax forms
-%-%-%-%-%-%

*43-77Other (PLEASE SPECIFY)
1%8%1%-%2%2%

ac

None of these (DO NOT
1252834447READ OUT)
22%11%13%26%14%15%

Don't Know (DO NOT READ
--2-22OUT)
-%-%1%-%1%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
84672568404412Unweighted total
544921211308320Weighted total

Refused (DO NOT READ
------OUT)
-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
8817614811401---1-1077324412Unweighted total
481241485315---*-543271320Weighted total

3470913192---*-331161195Letters
70%57%62%54%61%-%-%-%100%-%53%72%59%61%

ba

Other everyday
correspondence, such as
invoices, one off bills

2048631129-----119110130etc.
41%38%42%11%41%-%-%-%-%-%11%45%41%41%

1744451106-----11690107Large letters
35%36%31%17%34%-%-%-%-%-%17%38%33%33%

142327162-----1134964Parcels and packets
30%18%18%25%20%-%-%-%-%-%25%30%18%20%

abai

Advertising and
promotional material,
such as catalogues,
brochures and direct

62428*58-----*55258mail
12%20%19%9%18%-%-%-%-%-%9%13%19%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

102121151---*-*94252customer packs etc
20%17%14%11%16%-%-%-%100%-%9%21%16%16%

Order fulfilment
(sending ordered goods

61019-35------62935to customers)
13%8%13%-%11%-%-%-%-%-%-%14%11%11%

Publications, such as
magazines, periodicals,

31117*31-----*32831customer newsletters
7%9%12%4%10%-%-%-%-%-%4%8%10%10%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*61-7------*77Other (PLEASE SPECIFY)
1%5%1%-%2%-%-%-%-%-%-%1%2%2%

a

None of these (DO NOT
81623146-----173847READ OUT)

17%13%16%19%14%-%-%-%-%-%20%17%14%15%

Don't Know (DO NOT READ
-*2-2-------22OUT)
-%*%2%-%1%-%-%-%-%-%-%-%1%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
8817614811401---1-1077324412Unweighted total
481241485315---*-543271320Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---31314266283106107296187273412Unweighted total
---1862011956875216128194320Weighted total

---164127119394113880127195Letters
-%-%-%86%66%74%63%61%58%54%64%62%66%61%

d

Other everyday
correspondence, such as
invoices, one off bills

---*2371862720774368130etc.
-%-%-%26%28%60%35%44%39%27%35%34%35%41%

abcd

----3269692225735961107Large letters
-%-%-%-%33%31%34%36%32%33%34%47%31%33%

acdef

----**3045132230272564Parcels and packets
-%-%-%-%2%1%15%23%19%29%14%21%13%20%

acacac

Advertising and
promotional material,
such as catalogues,
brochures and direct

----*23438131437253358mail
-%-%-%-%5%31%17%19%19%19%17%20%17%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

----233033151535252952customer packs etc
-%-%-%-%27%48%15%17%21%20%16%19%15%16%

Order fulfilment
(sending ordered goods

------192671219151435to customers)
-%-%-%-%-%-%10%13%10%15%9%11%7%11%

aa

Publications, such as
magazines, periodicals,

----*216157718131431customer newsletters
-%-%-%-%3%30%8%8%10%10%8%10%7%10%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------332-3237Other (PLEASE SPECIFY)
-%-%-%-%-%-%2%2%3%-%2%2%2%2%

None of these (DO NOT
----1*302081132172747READ OUT)
-%-%-%-%13%1%15%10%12%15%15%13%14%15%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---31314266283106107296187273412Unweighted total
---1862011956875216128194320Weighted total

Don't Know (DO NOT READ
-----*1---1*12OUT)
-%-%-%-%-%2%1%-%-%-%1%*%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1597564971--1-13102412Unweighted total
*30464496*--*-*273320Weighted total

*19283061*--*-**40195Letters
100%62%61%67%64%100%-%-%100%-%100%3%56%61%

Other everyday
correspondence, such as
invoices, one off bills

-12231626-------20130etc.
-%40%49%35%28%-%-%-%-%-%-%-%28%41%

a

*12131334------*25107Large letters
100%41%29%30%36%-%-%-%-%-%-%3%34%33%

-47317------12164Parcels and packets
-%13%14%6%18%-%-%-%-%-%-%55%28%20%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

-48916-------1458mail
-%15%17%20%17%-%-%-%-%-%-%-%19%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-76516*--*---1552customer packs etc
-%23%13%12%17%100%-%-%100%-%-%-%21%16%

Order fulfilment
(sending ordered goods

-32410-------1235to customers)
-%10%5%9%10%-%-%-%-%-%-%-%16%11%

Publications, such as
magazines, periodicals,

-3159-------731customer newsletters
-%10%3%11%9%-%-%-%-%-%-%-%10%10%

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--3--------7Other (PLEASE SPECIFY)
-%2%-%-%3%-%-%-%-%-%-%-%-%2%

None of these (DO NOT
-16321------11047READ OUT)
-%4%14%6%22%-%-%-%-%-%-%45%14%15%

bd

Don't Know (DO NOT READ
--*1---------2OUT)
-%-%*%3%-%-%-%-%-%-%-%-%-%1%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1597564971--1-13102412Unweighted total
*30464496*--*-*273320Weighted total

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
1727939373441052216281942412Unweighted total
13204362842284417211927320Weighted total

101272117417418*114620195Letters
83%62%59%61%78%57%41%9%11%71%30%72%61%

a

Other everyday
correspondence, such as
invoices, one off bills

671141166*14*2927130etc.
46%35%40%41%27%2%31%9%33%45%11%25%41%

667129511310*25315107Large letters
50%33%33%33%50%40%23%9%35%25%14%54%33%

a

229125292101293664Parcels and packets
14%14%34%18%43%22%22%91%32%45%14%24%20%

aa

Advertising and
promotional material,
such as catalogues,
brochures and direct

334553328*222858mail
23%17%14%19%14%27%18%9%30%9%12%28%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

4306455*10-25*852customer packs etc
34%15%18%16%22%4%22%-%34%23%2%28%16%

Order fulfilment
(sending ordered goods

118531128-23-635to customers)
10%9%13%11%3%22%19%-%30%15%-%24%11%

c

Publications, such as
magazines, periodicals,

2164273*4-21*431customer newsletters
15%8%11%10%12%1%9%-%28%5%1%14%10%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

2225--------7Other (PLEASE SPECIFY)
13%1%5%2%-%-%-%-%-%-%-%-%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 207  (continuation)                                                                                                                                                  Page 3591

QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
1727939373441052216281942412Unweighted total
13204362842284417211927320Weighted total

None of these (DO NOT
-327402*8-217147READ OUT)
-%15%18%14%11%1%19%-%30%5%39%2%15%

Don't Know (DO NOT READ
-1-2--------2OUT)
-%1%-%1%-%-%-%-%-%-%-%-%1%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-48264903275831208412Unweighted total
-24186612451422156320Weighted total

-1412141103141052195Letters
-%59%65%68%42%60%100%47%37%32%61%

Other everyday
correspondence, such as
invoices, one off bills

-1068159121951130etc.
-%41%37%25%35%23%35%40%37%10%41%

a

-957225204512107Large letters
-%39%31%37%19%40%100%22%5%29%33%

b

-5239615244264Parcels and packets
-%21%12%14%26%30%47%16%30%41%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

-9331411314*-58mail
-%40%18%23%5%25%34%18%*%-%18%

abb

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-7291021413*-52customer packs etc
-%30%16%16%7%27%34%15%1%-%16%

abb

Order fulfilment
(sending ordered goods

-414611014--35to customers)
-%17%7%10%4%21%31%18%-%-%11%

bb

Publications, such as
magazines, periodicals,

-6148-714--31customer newsletters
-%26%8%14%-%14%34%18%-%-%10%

bb

Goods / business
supplies / large packets

-----------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-----------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%

--31------7Other (PLEASE SPECIFY)
-%-%2%1%-%-%-%-%-%-%2%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-48264903275831208412Unweighted total
-24186612451422156320Weighted total

None of these (DO NOT
-6251383-85247READ OUT)
-%24%14%21%34%6%-%39%36%34%15%

a

Don't Know (DO NOT READ
-*1*------2OUT)
-%1%1%*%-%-%-%-%-%-%1%

Refused (DO NOT READ
-----------OUT)
-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*dcbaSignificance Level: 95%
1207203851782601277967-3517565412Unweighted total
1133150551241852164747-1811643320Weighted total

179923278120252725-127131195Letters
100%59%62%59%63%65%100%33%57%52%-%70%61%73%61%

Other everyday
correspondence, such as
invoices, one off bills

-4651124264231112-64315130etc.
-%34%34%22%34%35%100%17%24%24%-%36%37%36%41%

c

14355225758-41913-125422107Large letters
100%32%37%41%46%31%-%26%41%27%-%69%46%51%33%

ab

-1724152623-6917-823964Parcels and packets
-%13%16%28%21%13%-%36%20%36%-%45%20%21%20%

aabab

Advertising and
promotional material,
such as catalogues,
brochures and direct

-1927132530-21110-6251158mail
-%14%18%23%20%16%-%12%23%20%-%32%22%26%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

-2122142326-399-5241252customer packs etc
-%16%15%25%19%14%-%17%19%19%-%30%21%27%16%

a

Order fulfilment
(sending ordered goods

-817101513-487-514935to customers)
-%6%12%19%12%7%-%23%17%15%-%30%12%20%11%

ab

Publications, such as
magazines, periodicals,

-91571313-475-513731customer newsletters
-%6%10%13%11%7%-%22%14%10%-%31%11%16%10%

b

Goods / business
supplies / large packets

---------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
---------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22-12------217Other (PLEASE SPECIFY)
-%1%1%-%1%1%-%-%-%-%-%-%2%1%2%

None of these (DO NOT
-192961727-358--14647READ OUT)
-%14%19%10%13%15%-%19%11%17%-%-%12%13%15%

cc
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*dcbaSignificance Level: 95%
1207203851782601277967-3517565412Unweighted total
1133150551241852164747-1811643320Weighted total

Don't Know (DO NOT READ
-*1-*1-----***2OUT)
-%*%1%-%*%1%-%-%-%-%-%1%*%*%1%

Refused (DO NOT READ
---------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*dcbaSignificance Level: 95%
423322061991719485160412Unweighted total
2231413514767332932320Weighted total

*-111808833171426195Letters
23%-%36%83%59%60%58%44%52%50%79%61%

bc

Other everyday
correspondence, such as
invoices, one off bills

*-14495413669130etc.
11%-%36%28%36%37%16%40%19%20%28%41%

--13445623101113107Large letters
-%-%36%21%33%38%28%48%30%38%40%33%

*112192812146464Parcels and packets
11%53%36%13%14%19%18%35%42%19%12%20%

ab

Advertising and
promotional material,
such as catalogues,
brochures and direct

---523292138758mail
-%-%-%39%17%20%43%15%10%26%22%18%

c

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*--425251354652customer packs etc
11%-%-%30%19%17%11%41%15%14%19%16%

Order fulfilment
(sending ordered goods

*--210172246735to customers)
11%-%-%11%8%12%30%29%14%22%20%11%

Publications, such as
magazines, periodicals,

---211162235431customer newsletters
-%-%-%17%8%11%34%30%9%16%12%10%

Goods / business
supplies / large packets

------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%

*-2-22-----7Other (PLEASE SPECIFY)
14%-%56%-%1%1%-%-%-%-%-%2%

None of these (DO NOT
11**1727*173347READ OUT)

51%47%8%1%13%18%1%17%22%11%8%15%

a
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*dcbaSignificance Level: 95%
423322061991719485160412Unweighted total
2231413514767332932320Weighted total

Don't Know (DO NOT READ
----*1-----2OUT)
-%-%-%-%*%1%-%-%-%-%-%1%

Refused (DO NOT READ
------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
33750183212100380229404304386318383412Unweighted total
2563714246360289172310221293240289320Weighted total

1572210154234178110186134179151175195Letters
61%60%70%63%63%58%62%64%60%61%61%63%61%61%

Other everyday
correspondence, such as
invoices, one off bills

107116102-27122791278311894114130etc.
42%30%39%42%-%46%42%46%41%38%40%39%40%41%

8315781-22986710377968393107Large letters
32%41%51%33%-%38%34%39%33%35%33%34%32%33%

467642-165439624757495464Parcels and packets
18%18%39%17%-%26%19%23%20%21%19%20%19%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

504*49-225238574052435058mail
19%10%1%20%-%36%18%22%18%18%18%18%17%18%

ab

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

415240-184733503646414652customer packs etc
16%13%14%16%-%30%16%19%16%16%16%17%16%16%

ab

Order fulfilment
(sending ordered goods

283323-153424352732263035to customers)
11%7%21%9%-%25%12%14%11%12%11%11%10%11%

ab

Publications, such as
magazines, periodicals,

235123-142616301925192531customer newsletters
9%13%5%10%-%24%9%10%10%9%9%8%9%10%

ab

Goods / business
supplies / large packets

--------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
--------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

5*-5-*54755557Other (PLEASE SPECIFY)
2%1%-%2%-%*%2%2%2%2%2%2%2%2%

None of these (DO NOT
403138193922463040254047READ OUT)
16%9%7%15%37%15%14%13%15%13%14%11%14%15%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
33750183212100380229404304386318383412Unweighted total
2563714246360289172310221293240289320Weighted total

Don't Know (DO NOT READ
2--2-121222222OUT)
1%-%-%1%-%2%1%1%1%1%1%1%1%1%

Refused (DO NOT READ
--------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
743383332056412--6110557412Unweighted total
672522581743320--566452320Weighted total

27167165920195--331227195Letters
41%66%64%51%46%61%-%-%59%14%53%53%61%

ba

Other everyday
correspondence, such as
invoices, one off bills

16114109515130--251*24130etc.
23%45%42%29%36%41%-%-%45%12%3%46%41%

b

218588513107--181*18107Large letters
32%34%34%29%30%33%-%-%32%12%9%35%33%

19444641464--193-1864Parcels and packets
29%18%18%23%34%20%-%-%34%45%-%35%20%

ac

Advertising and
promotional material,
such as catalogues,
brochures and direct

10484811058--12**1258mail
15%19%19%4%22%18%-%-%21%3%3%23%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

1141412852--11*-1152customer packs etc
16%16%16%12%19%16%-%-%19%2%-%21%16%

Order fulfilment
(sending ordered goods

728282635--12--1235to customers)
11%11%11%10%14%11%-%-%21%-%-%23%11%

Publications, such as
magazines, periodicals,

724241731--9--931customer newsletters
11%10%9%4%16%10%-%-%16%-%-%17%10%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

-77-*7--2--27Other (PLEASE SPECIFY)
-%3%3%-%1%2%-%-%3%-%-%3%2%

None of these (DO NOT
20273061047--12321347READ OUT)
30%11%12%37%24%15%-%-%22%49%47%26%15%

ac
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
743383332056412--6110557412Unweighted total
672522581743320--566452320Weighted total

Don't Know (DO NOT READ
-21-12------2OUT)
-%1%1%-%2%1%-%-%-%-%-%-%1%

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*a*dc*baSignificance Level: 95%
10-837263992217301370412Unweighted total

5-36481548610526320Weighted total

3-182383626214195Letters
53%-%48%51%45%54%74%67%41%62%53%53%61%

Other everyday
correspondence, such as
invoices, one off bills

1-17114*1*138130etc.
19%-%48%27%11%25%3%9%4%8%73%30%41%

c

2-11124131329107Large letters
43%-%29%24%23%27%41%35%21%32%52%35%33%

1-62*2-*1*2564Parcels and packets
20%-%16%48%2%15%-%1%20%2%49%17%20%

c

Advertising and
promotional material,
such as catalogues,
brochures and direct

--6-*1*1*11458mail
-%-%16%-%5%4%8%9%3%8%26%14%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

*-7-12*1*14652customer packs etc
2%-%20%-%17%11%10%8%4%8%93%21%16%

Order fulfilment
(sending ordered goods

1-4-*1-***1235to customers)
19%-%11%-%2%4%-%5%2%4%24%7%11%

Publications, such as
magazines, periodicals,

--3-**-***1231customer newsletters
-%-%8%-%2%3%-%5%2%4%23%6%10%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

--1-11-----17Other (PLEASE SPECIFY)
-%-%4%-%14%7%-%-%-%-%-%4%2%

None of these (DO NOT
1-62141323-647READ OUT)

22%-%17%48%18%25%26%30%40%35%-%22%15%

Don't Know (DO NOT READ
*---**-----*2OUT)
6%-%-%-%4%2%-%-%-%-%-%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*a*dc*baSignificance Level: 95%
10-837263992217301370412Unweighted total

5-36481548610526320Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 207  (continuation)                                                                                                                                                  Page 3604

QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*i*hg*f*ed*c*baSignificance Level: 95%
291941272246232110231465412Unweighted total
22173524184216154751858320Weighted total

610251211318132231242195Letters
25%57%71%49%58%73%52%84%47%67%69%72%61%

ddd

Other everyday
correspondence, such as
invoices, one off bills

48811101867203828130etc.
16%46%22%44%52%43%39%45%41%67%46%48%41%

jjj

374972456142719107Large letters
14%42%12%39%38%57%28%38%29%33%37%33%33%

adjjj

5557511129-6864Parcels and packets
21%32%14%29%26%25%8%11%19%-%34%14%20%

Advertising and
promotional material,
such as catalogues,
brochures and direct

14377104*626958mail
3%26%9%28%37%23%25%2%13%33%34%15%18%

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

2432694172-1152customer packs etc
11%23%8%10%35%20%27%9%15%33%-%18%16%

Order fulfilment
(sending ordered goods

1215791252*135to customers)
3%11%2%23%36%21%6%16%11%33%3%1%11%

aja

Publications, such as
magazines, periodicals,

1-44562*321431customer newsletters
3%-%10%19%26%14%10%2%6%33%5%7%10%

Goods / business
supplies / large packets

-------------ordered via lorry
-%-%-%-%-%-%-%-%-%-%-%-%-%

Legal / accounts
-------------documents / tax forms
-%-%-%-%-%-%-%-%-%-%-%-%-%

1---3---1--27Other (PLEASE SPECIFY)
3%-%-%-%18%-%-%-%3%-%-%3%2%

None of these (DO NOT
9234*52*1122647READ OUT)

42%12%7%17%3%12%12%2%24%33%12%9%15%

aj

Don't Know (DO NOT READ
----*-2-*---2OUT)
-%-%-%-%1%-%12%-%1%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 207  (continuation)                                                                                                                                                  Page 3605

QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*i*hg*f*ed*c*baSignificance Level: 95%
291941272246232110231465412Unweighted total
22173524184216154751858320Weighted total

Refused (DO NOT READ
-------------OUT)
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
899514682412Unweighted total
74857982320Weighted total

40544458195Letters
54%63%55%71%61%

bd

Other everyday
correspondence, such as
invoices, one off bills

19383340130etc.
26%45%41%49%41%

ddd

14402428107Large letters
19%47%30%34%33%

bdd

1522121464Parcels and packets
20%26%15%18%20%

b

Advertising and
promotional material,
such as catalogues,
brochures and direct

823101758mail
11%27%13%21%18%

bd

Transactional mail
including - Bulk
customer mailings, such
as bills, statements,

918131252customer packs etc
12%21%16%15%16%

Order fulfilment
(sending ordered goods

3218335to customers)
5%25%11%3%11%

abd

Publications, such as
magazines, periodicals,

4155731customer newsletters
6%18%6%9%10%

bd

Goods / business
supplies / large packets

-----ordered via lorry
-%-%-%-%-%

Legal / accounts
-----documents / tax forms
-%-%-%-%-%

13127Other (PLEASE SPECIFY)
1%4%2%2%2%

None of these (DO NOT
141014947READ OUT)
19%11%17%12%15%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
899514682412Unweighted total
74857982320Weighted total

Don't Know (DO NOT READ
-*2-2OUT)
-%*%3%-%1%

Refused (DO NOT READ
-----OUT)
-%-%-%-%-%
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QS1b. Are there any types of post that you send in particular that have experience a decrease in volumes?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*cbae*d*cbaSignificance Level: 95%
23121950559272461165257Unweighted total

3717465411138181193Weighted total

371430368126122131Growth of business
78%88%84%65%67%71%63%68%73%67%68%

Ability to reach more
-**7121***2526customers
-%5%3%14%23%8%22%9%6%14%14%

More items being sent to
*--***--*44existing clients
5%-%-%1%1%1%-%-%2%2%2%

Increase use of direct
-*-211--133mail for marketing
-%3%-%4%2%5%-%-%7%1%2%

a

Postal communications
offer better quality
than other forms of

---21*--*33communications
-%-%-%4%2%2%-%-%3%2%2%

---11----22Innovative services
-%-%-%2%3%-%-%-%-%1%1%

--*--*--*22Cheaper / Lower Prices
-%-%*%-%-%*%-%-%1%1%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

*----*-**-*items)
2%-%-%-%-%2%-%8%1%-%*%

a

12313112*114244Other (PLEASE SPECIFY)
21%27%16%28%20%15%14%18%14%23%23%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*lkj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
28283716421211627126261124257Unweighted total

781116626171527125281225193Weighted total

57711115128229420814131Growth of business
72%84%64%67%57%70%50%81%81%81%71%67%56%68%

Ability to reach more
*1*2544-4*-42726customers
1%7%3%15%15%25%-%15%3%-%13%15%29%14%

More items being sent to
1--42-----2*-4existing clients

11%-%-%2%7%-%-%-%-%-%6%1%-%2%

Increase use of direct
-*-3**-2-1---3mail for marketing
-%1%-%2%1%1%-%6%-%19%-%-%-%2%

Postal communications
offer better quality
than other forms of

---3--*1--2-*3communications
-%-%-%2%-%-%*%4%-%-%6%-%1%2%

--*21-------12Innovative services
-%-%3%1%4%-%-%-%-%-%-%-%4%1%

--*21-------12Cheaper / Lower Prices
-%-%*%1%4%-%-%-%-%-%-%-%4%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

---*---*---*-*items)
-%-%-%*%-%-%-%*%-%-%-%1%-%*%

1153772814162544Other (PLEASE SPECIFY)
16%15%42%22%29%14%49%4%31%19%23%17%21%23%

j
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
31226721859223685155265257Unweighted total
21172381556617470151192193Weighted total

1211829102441225181131131Growth of business
60%69%76%66%67%67%49%73%51%63%70%50%68%

Ability to reach more
323521123-7--4-26customers

15%13%13%14%18%20%-%10%-%-%21%-%14%

More items being sent to
2313*--4*---4existing clients
9%2%3%2%1%-%-%5%1%-%-%-%2%

a

Increase use of direct
-321*1-2----3mail for marketing
-%2%5%1%*%5%-%3%-%-%-%-%2%

a

Postal communications
offer better quality
than other forms of

21*312*-----3communications
8%1%*%2%2%10%4%-%-%-%-%-%2%

a

-2111-*---1-2Innovative services
-%1%4%1%2%-%7%-%-%-%5%-%1%

11*2-1-1--*-2Cheaper / Lower Prices
5%1%*%1%-%5%-%2%-%-%*%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-****--*----*items)
-%*%*%*%*%-%-%*%-%-%-%-%*%

8363411352137*3144Other (PLEASE SPECIFY)
37%21%8%26%19%27%47%19%49%37%14%50%23%

ab
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
11652897250257Unweighted total

8740667186193Weighted total

6629351130131Growth of business
76%73%54%13%70%68%

aa

Ability to reach more
146622426customers
16%15%9%25%13%14%

More items being sent to
4-*-44existing clients
5%-%*%-%2%2%

Increase use of direct
2-1-33mail for marketing
2%-%2%-%2%2%

Postal communications
offer better quality
than other forms of

-3*-33communications
-%7%*%-%2%2%

ac

*11-22Innovative services
*%2%2%-%1%1%

*-2-22Cheaper / Lower Prices
*%-%3%-%1%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**--**items)
*%1%-%-%*%*%

1192444044Other (PLEASE SPECIFY)
12%22%37%61%21%23%

c
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
1378931352221-22426102120257Unweighted total

92693117176*-*231276100193Weighted total

75401614116*-*22106056131Growth of business
81%58%50%87%66%100%-%30%100%96%83%79%56%68%

abaiai

Ability to reach more
10124225----*191626customers
11%17%12%9%14%-%-%-%-%4%12%12%16%14%

More items being sent to
31--4------314existing clients
4%1%-%-%3%-%-%-%-%-%-%5%1%2%

Increase use of direct
21**3--*---213mail for marketing
2%1%*%1%2%-%-%70%-%-%-%2%1%2%

Postal communications
offer better quality
than other forms of

-3--3-------33communications
-%4%-%-%2%-%-%-%-%-%-%-%3%2%

c

-11-2-------22Innovative services
-%1%4%-%1%-%-%-%-%-%-%-%2%1%

c

*2-*2-----*-22Cheaper / Lower Prices
*%3%-%*%1%-%-%-%-%-%*%-%2%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**-**-----*-**items)
*%*%-%*%*%-%-%-%-%-%*%-%*%*%

92114242-----273544Other (PLEASE SPECIFY)
10%30%45%9%24%-%-%-%-%-%13%10%35%23%

ccbjbij
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
123572014919795140187153163257Unweighted total
**1171310914063103131100112193Weighted total

**1*79731034875917477131Growth of business
100%51%100%40%100%74%67%73%75%73%70%74%69%68%

Ability to reach more
-*1*21101791614121026customers
-%49%96%31%25%9%9%12%14%15%11%12%9%14%

More items being sent to
------24-22224existing clients
-%-%-%-%-%-%2%3%-%2%2%2%2%2%

Increase use of direct
---*-12**23*33mail for marketing
-%-%-%58%-%7%2%*%*%2%2%*%3%2%

f

Postal communications
offer better quality
than other forms of

------312*3233communications
-%-%-%-%-%-%3%1%3%*%2%2%3%2%

d

------12111112Innovative services
-%-%-%-%-%-%1%2%2%1%1%1%1%1%

-----*21-12222Cheaper / Lower Prices
-%-%-%-%-%*%2%1%-%1%2%2%2%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

------********items)
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----22823111830172844Other (PLEASE SPECIFY)
-%-%-%-%-%17%26%17%17%18%23%17%25%23%

f
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
7574747292-2-257124257Unweighted total
634363125*-*-23790193Weighted total

425242514*-*-23762131Growth of business
77%73%67%81%55%35%-%35%-%100%97%100%69%68%

Ability to reach more
25332------*1526customers

34%14%8%8%8%-%-%-%-%-%-%1%17%14%

More items being sent to
--2*--------24existing clients
-%-%5%1%-%-%-%-%-%-%-%-%2%2%

Increase use of direct
-*-12*-*----23mail for marketing
-%1%-%4%7%65%-%65%-%-%-%-%2%2%

Postal communications
offer better quality
than other forms of

*21---------*3communications
1%5%3%-%-%-%-%-%-%-%-%-%*%2%

-1-*--------12Innovative services
-%3%-%1%-%-%-%-%-%-%-%-%1%1%

1*1---------12Cheaper / Lower Prices
17%*%3%-%-%-%-%-%-%-%-%-%1%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*--*-------**items)
-%*%-%-%1%-%-%-%-%-%-%-%*%*%

*79410-----*-1844Other (PLEASE SPECIFY)
5%20%25%13%41%-%-%-%-%-%3%-%20%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edc*b*aSignificance Level: 95%
1617156201305105443452622257Unweighted total
121194514815187328441712193Weighted total

8833695816622133117131Growth of business
72%70%80%64%55%85%75%79%74%76%69%60%68%

ac

Ability to reach more
-142242-14-653226customers
-%12%5%16%12%-%16%-%21%12%17%14%14%

b

More items being sent to
-2-4*-2--2-*4existing clients
-%2%-%3%1%-%2%-%-%4%-%4%2%

Increase use of direct
-3-3--2*--2-3mail for marketing
-%3%-%2%-%-%2%9%-%-%10%-%2%

Postal communications
offer better quality
than other forms of

-3-3*-----*-3communications
-%3%-%2%*%-%-%-%-%-%*%-%2%

-1-2--1--1--2Innovative services
-%1%-%2%-%-%1%-%-%2%-%-%1%

-2-2--1-*1--2Cheaper / Lower Prices
-%2%-%1%-%-%1%-%*%2%-%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*-*--*-*---*items)
-%*%-%*%-%-%*%-%*%-%-%-%*%

5259357*12*473444Other (PLEASE SPECIFY)
43%21%19%24%43%15%13%12%15%15%16%37%23%

a
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-341526853877413518257Unweighted total
-151054142612293110193Weighted total

-1274253243222257131Growth of business
-%80%71%60%75%71%88%74%80%68%68%

a

Ability to reach more
-*105610147126customers
-%2%10%12%14%16%55%14%21%11%14%

More items being sent to
--2--2-*-*4existing clients
-%-%2%-%-%3%-%1%-%2%2%

Increase use of direct
--32-2-2-23mail for marketing
-%-%3%5%-%3%-%6%-%18%2%

Postal communications
offer better quality
than other forms of

-133-*-*--3communications
-%8%3%7%-%*%-%1%-%-%2%

--1--1-1-12Innovative services
-%-%1%-%-%2%-%4%-%9%1%

--11-1----2Cheaper / Lower Prices
-%-%1%3%-%2%-%-%-%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-***-*----*items)
-%*%*%1%-%*%-%-%-%-%*%

-22414810*34*44Other (PLEASE SPECIFY)
-%16%23%34%20%16%8%9%14%4%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
510513910113815014385101-3112966257Unweighted total
160977291102*275875-168339193Weighted total

14468526768*224255-136230131Growth of business
63%73%70%72%74%67%100%83%73%74%-%82%75%77%68%

Ability to reach more
-1214151210-5129-210326customers
-%20%14%22%13%10%-%19%21%13%-%12%12%9%14%

a

More items being sent to
-**222--2*--2-4existing clients
-%*%*%3%2%2%-%-%4%*%-%-%3%-%2%

Increase use of direct
-*32*3--22--**3mail for marketing
-%*%3%3%1%3%-%-%3%3%-%-%1%1%2%

Postal communications
offer better quality
than other forms of

-33*23--*---2-3communications
-%5%3%*%2%3%-%-%*%-%-%-%2%-%2%

-11111--1--*1*2Innovative services
-%2%1%1%1%1%-%-%2%-%-%2%1%1%1%

-22122-**1-*2*2Cheaper / Lower Prices
-%3%2%2%2%2%-%*%*%1%-%*%2%*%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-*****-***-****items)
-%*%*%*%*%*%-%*%*%*%-%*%*%1%*%

*1121101624-3815-315644Other (PLEASE SPECIFY)
37%19%21%13%17%24%-%11%14%19%-%17%18%16%23%

c
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
861061051342430654772257Unweighted total
876560951518403146193Weighted total

654345671415272234131Growth of business
76%72%63%67%74%71%91%81%68%73%72%68%

Ability to reach more
22-112154256826customers

27%30%-%28%21%15%26%12%12%21%17%14%

More items being sent to
---2*2--*-24existing clients
-%-%-%32%*%2%-%-%*%-%5%2%

Increase use of direct
2---*3--2223mail for marketing

20%-%-%-%*%3%-%-%5%5%4%2%

Postal communications
offer better quality
than other forms of

--*-32*****3communications
-%-%3%-%5%2%*%*%*%*%*%2%

-1*-11--1112Innovative services
-%13%5%-%2%1%-%-%2%3%2%1%

----22**1-*2Cheaper / Lower Prices
-%-%-%-%3%2%*%*%3%-%*%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

----**-----*items)
-%-%-%-%*%*%-%-%-%-%-%*%

--2*12181374644Other (PLEASE SPECIFY)
-%-%34%1%19%19%7%17%18%13%13%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
1636517179187236166249210239197238257Unweighted total
1175214124*53168122185156175139173193Weighted total

69441180*3911388126111118101116131Growth of business
59%85%81%64%100%73%67%72%68%71%67%72%67%68%

b

Ability to reach more
215122-72319262222202026customers
18%10%9%18%-%14%13%15%14%14%13%14%12%14%

More items being sent to
32-4-132444444existing clients
2%4%-%4%-%1%2%2%2%3%3%3%3%2%

Increase use of direct
12-3-232332223mail for marketing
1%3%-%3%-%3%2%2%2%2%1%2%1%2%

Postal communications
offer better quality
than other forms of

3-12-133333233communications
3%-%8%2%-%2%2%2%2%2%2%1%2%2%

11-1-*2*212222Innovative services
1%2%-%1%-%1%1%*%1%1%1%1%1%1%

2--2-*21222122Cheaper / Lower Prices
2%-%-%2%-%*%1%1%1%1%1%1%1%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

**-*-*********items)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

333126-83923403140244044Other (PLEASE SPECIFY)
28%5%10%21%-%16%23%19%22%20%23%17%23%23%

a
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*ba*c*bab*a*baSignificance Level: 95%
1081491662564--2576529483257Unweighted total

891041202051--1934825262193Weighted total

6467731838--1313323245131Growth of business
72%64%61%89%74%-%-%68%69%91%100%72%68%

Ability to reach more
101618*8--2671-826customers
11%15%15%1%16%-%-%14%14%4%-%12%14%

More items being sent to
221-4--42--24existing clients
2%2%1%-%7%-%-%2%4%-%-%3%2%

c

Increase use of direct
1221---32--23mail for marketing
2%2%2%5%-%-%-%2%4%-%-%3%2%

Postal communications
offer better quality
than other forms of

123----3-*--3communications
1%2%2%-%-%-%-%2%-%1%-%-%2%

*21-1--21--12Innovative services
*%2%1%-%2%-%-%1%3%-%-%2%1%

2*2----2----2Cheaper / Lower Prices
2%*%2%-%-%-%-%1%-%-%-%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

***----*----*items)
*%*%*%-%-%-%-%*%-%-%-%-%*%

20243228--44131-1444Other (PLEASE SPECIFY)
22%23%27%9%15%-%-%23%28%4%-%23%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*c*b*a*d*c*b*a*d*c*baSignificance Level: 95%
1215151519259201727647257Unweighted total

3510471037811217193Weighted total

2254563558*10131Growth of business
67%48%48%88%80%66%97%73%60%73%6%59%68%

Ability to reach more
*23*2311321326customers
7%42%30%3%31%32%38%16%36%20%46%19%14%

More items being sent to
------------4existing clients
-%-%-%-%-%-%-%-%-%-%-%-%2%

Increase use of direct
*-----------3mail for marketing
2%-%-%-%-%-%-%-%-%-%-%-%2%

Postal communications
offer better quality
than other forms of

-*---*-*-*-*3communications
-%1%-%-%-%1%-%1%-%1%-%*%2%

-*1-11-111-12Innovative services
-%6%9%-%14%12%-%13%11%9%-%7%1%

*----*--*--*2Cheaper / Lower Prices
2%-%-%-%-%*%-%-%1%-%-%*%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

-**-**-***-**items)
-%1%2%-%1%2%-%1%1%1%-%2%*%

1121*1*1111444Other (PLEASE SPECIFY)
23%27%21%12%5%10%2%12%16%8%50%26%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*k*j*i*h*g*f*ed*c*baSignificance Level: 95%
6171417182626156051538257Unweighted total
1221617171817112281828193Weighted total

11411141310961321424131Growth of business
73%63%72%82%79%58%51%53%59%29%77%88%68%

d

Ability to reach more
--242241542*26customers
-%-%11%20%11%11%26%10%25%47%13%1%14%

a

More items being sent to
*2--2-*---*-4existing clients

15%8%-%-%10%-%2%-%-%-%3%-%2%

Increase use of direct
----2--1*--*3mail for marketing
-%-%-%-%11%-%-%9%*%-%-%1%2%

Postal communications
offer better quality
than other forms of

*------1*2--3communications
15%-%-%-%-%-%-%10%*%22%-%-%2%

------1-1---2Innovative services
-%-%-%-%-%-%6%-%6%-%-%-%1%

------11*---2Cheaper / Lower Prices
-%-%-%-%-%-%6%9%*%-%-%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--------*---*items)
-%-%-%-%-%-%-%-%1%-%-%-%*%

*843*643442644Other (PLEASE SPECIFY)
12%37%28%18%1%32%21%29%20%47%11%21%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
376110158257Unweighted total
39525053193Weighted total

26372740131Growth of business
67%72%55%76%68%

bb

Ability to reach more
2711626customers
5%14%22%12%14%

d

More items being sent to
22**4existing clients
5%3%1%1%2%

Increase use of direct
-21*3mail for marketing
-%4%2%*%2%

Postal communications
offer better quality
than other forms of

*-123communications
*%-%2%3%2%

--2-2Innovative services
-%-%5%-%1%

--2-2Cheaper / Lower Prices
-%-%4%-%1%

Increase in fulfilment
(fulfilling customer
orders by mailing out

--*-*items)
-%-%1%-%*%

139111144Other (PLEASE SPECIFY)
32%17%22%21%23%
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QS2a. What would you say are the reasons for this increase?
Base: All with increased volume of post sent in the last 12 months (QS1=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4314277496145273880267412Unweighted total
1192371110173410303320Weighted total

Use of new/digital
641129467124128135communication methods

54%39%47%41%42%41%40%45%40%42%42%

Increase use of emailing
531324328125100108services

44%37%55%35%30%48%48%43%50%33%34%

aa

1*114132**13436Postal costs
7%3%4%20%12%11%13%8%11%11%11%

---43*--*1111Downsizing the company
-%-%-%6%3%1%-%-%1%4%3%

----3*-*-99Because of the recession
-%-%-%-%3%*%-%1%-%3%3%

Retirement / closing the
--*15*--*56business
-%-%1%1%4%2%-%-%4%2%2%

-2-*2----55Environmental costs
-%20%-%1%2%-%-%-%-%2%2%

Increase use of social
*--22***-45media
*%-%-%2%2%2%6%2%-%1%1%

Less effective than
other communications

1*--*1*-*44media
9%3%-%-%*%4%7%-%4%1%1%

ab

Electronic technology is
----*----44more reliable / faster
-%-%-%-%*%-%-%-%-%1%1%

*--12*-*-33Security concerns
1%-%-%2%1%1%-%4%-%1%1%

Relocation of staff /
---1-**--33company
-%-%-%2%-%1%3%-%-%1%1%

Poor customer service
----3----33/unreliable service
-%-%-%-%3%-%-%-%-%1%1%

Too complicated - hard
to understand what the

--*2-----22best mailing option is
-%-%2%2%-%-%-%-%-%1%1%

---------22More BACS payments
-%-%-%-%-%-%-%-%-%1%1%

21*9121**13031Other
17%14%*%13%11%5%2%6%5%10%10%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
4314277496145273880267412Unweighted total
1192371110173410303320Weighted total

---------22Don't Know
-%-%-%-%-%-%-%-%-%1%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
554149267241935652515401331412Unweighted total
151515275272131672516421629320Weighted total

Use of new/digital
6871141189348921411135communication methods

41%55%45%42%40%40%28%50%31%55%50%24%39%42%

gg

Increase use of emailing
5459410811258313313108services

35%27%31%34%38%36%36%37%32%17%31%20%46%34%

31*313-173277136Postal costs
23%8%2%11%10%-%4%11%11%11%16%42%5%11%

agjkkk

-2-91-21-23--11Downsizing the company
-%13%-%3%3%-%6%2%-%11%8%-%-%3%

afjkmkm

--18-32*--1-29Because of the recession
-%-%7%3%-%14%5%*%-%-%3%-%7%3%

fmf

Retirement / closing the
--152-1--2--*6business
-%-%4%2%6%-%4%-%-%11%-%-%1%2%

-1-4--22*----5Environmental costs
-%7%-%1%-%-%6%3%1%-%-%-%-%2%

j

Increase use of social
*-141--3----*5media
*%-%4%1%3%-%-%4%-%-%-%-%*%1%

Less effective than
other communications

-*-4---121--*4media
-%1%-%2%-%-%-%2%7%6%-%-%1%1%

Electronic technology is
-*-4--112----4more reliable / faster
-%2%-%1%-%-%3%2%7%-%-%-%-%1%

*--3-1----2--3Security concerns
1%-%-%1%-%5%-%-%-%-%4%-%-%1%

Relocation of staff /
---3------2*13company
-%-%-%1%-%-%-%-%-%-%4%1%4%1%

Poor customer service
---3----12---3/unreliable service
-%-%-%1%-%-%-%-%4%11%-%-%-%1%

Too complicated - hard
to understand what the

1--1-1-------2best mailing option is
7%-%-%*%-%5%-%-%-%-%-%-%-%1%

fj

---2--2------2More BACS payments
-%-%-%1%-%-%6%-%-%-%-%-%-%1%

j
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*baSignificance Level: 95%
554149267241935652515401331412Unweighted total
151515275272131672516421629320Weighted total

*122822362254231Other
2%7%11%10%8%9%11%8%7%11%12%25%7%10%

m

---2----2----2Don't Know
-%-%-%1%-%-%-%-%7%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
5236015325914337121045084710412Unweighted total
322879122912026787334366320Weighted total

Use of new/digital
15120351015811235153102135communication methods
48%42%38%44%49%43%31%40%45%62%27%29%42%

b

Increase use of emailing
9992682301332817214*108services

28%34%29%36%25%48%43%33%53%38%39%5%34%

heh

4311422192*93-3*36Postal costs
14%11%15%10%16%7%1%10%9%-%8%1%11%

*10297*21--*-11Downsizing the company
1%4%2%4%6%1%23%1%-%-%1%-%3%

-94521-4--2-9Because of the recession
-%3%4%2%1%4%-%5%-%-%5%-%3%

Retirement / closing the
-6423--*--2*6business
-%2%4%1%3%-%-%*%-%-%5%2%2%

ae

-514*--21-2-5Environmental costs
-%2%1%2%*%-%-%2%3%-%5%-%2%

h

Increase use of social
*4143--*1-1-5media
*%2%1%2%2%-%-%*%3%-%2%-%1%

Less effective than
other communications

3232*1-3*-*-4media
9%1%3%1%*%4%-%3%*%-%*%-%1%

a

Electronic technology is
22133--1----4more reliable / faster
6%1%1%1%2%-%-%2%-%-%-%-%1%

a

12-33-------3Security concerns
3%1%-%1%2%-%-%-%-%-%-%-%1%

Relocation of staff /
-312---3----3company
-%1%1%1%-%-%-%3%-%-%-%-%1%

h

Poor customer service
-321---3----3/unreliable service
-%1%2%*%-%-%-%3%-%-%-%-%1%

h

Too complicated - hard
to understand what the

-2*2-*-2----2best mailing option is
-%1%1%1%-%2%-%2%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
5236015325914337121045084710412Unweighted total
322879122912026787334366320Weighted total

-22--------22More BACS payments
-%1%2%-%-%-%-%-%-%-%-%28%1%

a

*31121914-*91-5231Other
1%11%14%8%12%-%3%10%3%-%13%41%10%

bggg

-2-2---2----2Don't Know
-%1%-%1%-%-%-%2%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 209  (continuation)                                                                                                                                                  Page 3630

QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
84672568404412Unweighted total
544921211308320Weighted total

Use of new/digital
182493-135135communication methods
33%49%44%-%44%42%

Increase use of emailing
1615755103108services
29%30%36%41%33%34%

772013536Postal costs
13%15%9%9%11%11%

236-1111Downsizing the company
3%7%3%-%3%3%

522-99Because of the recession
10%4%1%-%3%3%

a

Retirement / closing the
32--66business
6%5%-%-%2%2%

aa

2-3-55Environmental costs
3%-%1%-%2%2%

Increase use of social
1-4145media
1%-%2%9%1%1%

Less effective than
other communications

**4-44media
*%1%2%-%1%1%

Electronic technology is
-22-44more reliable / faster
-%4%1%-%1%1%

*21-33Security concerns
*%3%1%-%1%1%

a

Relocation of staff /
12*-33company
2%3%*%-%1%1%

aa

Poor customer service
--1213/unreliable service
-%-%*%16%*%1%

Too complicated - hard
to understand what the

-*2-22best mailing option is
-%1%1%-%1%1%

2---22More BACS payments
3%-%-%-%1%1%

a
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
84672568404412Unweighted total
544921211308320Weighted total

372142731Other
6%14%10%33%9%10%

--2-22Don't Know
-%-%1%-%1%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
8817614811401---1-1077324412Unweighted total
481241485315---*-543271320Weighted total

Use of new/digital
185166*135-----*18117135communication methods
37%41%45%6%43%-%-%-%-%-%6%41%43%42%

Increase use of emailing
1741502106---*-21491108services
35%33%34%46%34%-%-%-%100%-%45%33%34%34%

61812134-----153036Postal costs
12%14%8%23%11%-%-%-%-%-%24%11%11%11%

155110-----1*1011Downsizing the company
3%4%3%18%3%-%-%-%-%-%19%1%4%3%

333-9------369Because of the recession
6%3%2%-%3%-%-%-%-%-%-%7%2%3%

a

Retirement / closing the
23--6------236business
4%3%-%-%2%-%-%-%-%-%-%5%1%2%

aaa

212-5------235Environmental costs
4%1%2%-%2%-%-%-%-%-%-%4%1%2%

Increase use of social
-14-5-------55media
-%1%3%-%1%-%-%-%-%-%-%-%2%1%

Less effective than
other communications

*4**4-----*-44media
*%3%*%2%1%-%-%-%-%-%2%-%2%1%

a

Electronic technology is
-22-4-------44more reliable / faster
-%2%1%-%1%-%-%-%-%-%-%-%2%1%

*3-*3-----*-33Security concerns
*%2%-%3%1%-%-%-%-%-%3%-%1%1%

Relocation of staff /
-21-3-------33company
-%1%1%-%1%-%-%-%-%-%-%-%1%1%

Poor customer service
--3-3-------33/unreliable service
-%-%2%-%1%-%-%-%-%-%-%-%1%1%

Too complicated - hard
to understand what the

11--2------112best mailing option is
2%1%-%-%1%-%-%-%-%-%-%2%*%1%

--2-2-------22More BACS payments
-%-%1%-%1%-%-%-%-%-%-%-%1%1%

61410*31-----*62531Other
13%11%7%7%10%-%-%-%-%-%7%14%9%10%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
8817614811401---1-1077324412Unweighted total
481241485315---*-543271320Weighted total

--2-2-------22Don't Know
-%-%1%-%1%-%-%-%-%-%-%-%1%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---31314266283106107296187273412Unweighted total
---1862011956875216128194320Weighted total

Use of new/digital
---*2279752624845374135communication methods
-%-%-%13%25%44%39%38%38%33%39%41%38%42%

Increase use of emailing
---12380662224864284108services
-%-%-%87%29%46%40%34%32%32%40%33%43%34%

bef

----22172491121121636Postal costs
-%-%-%-%27%30%9%12%14%14%10%10%8%11%

-----29944105911Downsizing the company
-%-%-%-%-%30%4%4%5%5%5%4%5%3%

------56225329Because of the recession
-%-%-%-%-%-%2%3%3%2%2%2%1%3%

Retirement / closing the
------23132226business
-%-%-%-%-%-%1%2%1%3%1%2%1%2%

------33223335Environmental costs
-%-%-%-%-%-%2%1%3%3%1%2%2%2%

Increase use of social
---1--222*3135media
-%-%-%74%-%-%1%1%2%*%1%1%1%1%

Less effective than
other communications

----*-431*4444media
-%-%-%-%1%-%2%1%2%*%2%3%2%1%

Electronic technology is
------4*-24134more reliable / faster
-%-%-%-%-%-%2%*%-%3%2%1%2%1%

ff

----*-33323333Security concerns
-%-%-%-%2%-%1%1%4%2%1%2%1%1%

Relocation of staff /
------112-1*13company
-%-%-%-%-%-%1%1%2%-%1%*%1%1%

b

Poor customer service
-------------3/unreliable service
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

----*-221*2222best mailing option is
-%-%-%-%6%-%1%1%2%1%1%1%1%1%

------2---2-22More BACS payments
-%-%-%-%-%-%1%-%-%-%1%-%1%1%

----21172791119121731Other
-%-%-%-%20%10%9%14%13%15%9%9%9%10%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
---31314266283106107296187273412Unweighted total
---1862011956875216128194320Weighted total

-------------2Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1597564971--1-13102412Unweighted total
*30464496*--*-*273320Weighted total

Use of new/digital
-15191436-------24135communication methods
-%49%41%31%38%-%-%-%-%-%-%-%34%42%

b

Increase use of emailing
*12221834*--*-**24108services

100%39%47%40%36%100%-%-%100%-%100%3%33%34%

-62410------11036Postal costs
-%19%3%8%11%-%-%-%-%-%-%52%13%11%

c

-1144------1311Downsizing the company
-%3%3%9%5%-%-%-%-%-%-%45%4%3%

---23-------29Because of the recession
-%-%-%4%3%-%-%-%-%-%-%-%2%3%

Retirement / closing the
-**-2-------36business
-%1%*%-%2%-%-%-%-%-%-%-%4%2%

--1-2-------25Environmental costs
-%-%2%-%2%-%-%-%-%-%-%-%3%2%

Increase use of social
-**-3-------*5media
-%*%*%-%3%-%-%-%-%-%-%-%*%1%

Less effective than
other communications

-21*1-------*4media
-%6%3%*%1%-%-%-%-%-%-%-%*%1%

Electronic technology is
---22-------24more reliable / faster
-%-%-%5%2%-%-%-%-%-%-%-%3%1%

-*-3--------23Security concerns
-%*%-%6%-%-%-%-%-%-%-%-%2%1%

ac

Relocation of staff /
--*-1--------3company
-%-%*%-%1%-%-%-%-%-%-%-%-%1%

Poor customer service
-------------3/unreliable service
-%-%-%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

-*1-*-------*2best mailing option is
-%2%2%-%1%-%-%-%-%-%-%-%1%1%

----2--------2More BACS payments
-%-%-%-%2%-%-%-%-%-%-%-%-%1%

-3664-------1131Other
-%10%12%15%4%-%-%-%-%-%-%-%15%10%

a
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
1597564971--1-13102412Unweighted total
*30464496*--*-*273320Weighted total

-------------2Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
1727939373441052216281942412Unweighted total
13204362842284417211927320Weighted total

Use of new/digital
7771412210*14*47311135communication methods

54%38%38%43%46%4%32%9%53%36%14%39%42%

Increase use of emailing
58110985614-15810108services

39%40%27%35%21%75%31%-%10%24%43%38%34%

2196303*71134236Postal costs
17%9%16%10%15%1%17%91%18%13%21%7%11%

28292-2-1*-311Downsizing the company
17%4%6%3%8%-%5%-%14%1%-%10%3%

-527*-2--1**9Because of the recession
-%2%5%2%*%-%4%-%-%5%3%*%3%

Retirement / closing the
-224--2-*12-6business
-%1%5%1%-%-%4%-%3%3%9%-%2%

a

-3-5*-2--2-*5Environmental costs
-%2%-%2%2%-%4%-%-%9%-%2%2%

Increase use of social
-3-5*---*---5media
-%1%-%2%*%-%-%-%1%-%-%-%1%

Less effective than
other communications

-4-4*-----**4media
-%2%-%2%1%-%-%-%-%-%1%1%1%

Electronic technology is
-4-41-1---114more reliable / faster
-%2%-%1%5%-%2%-%-%-%6%4%1%

-3-3--2-*--23Security concerns
-%1%-%1%-%-%4%-%2%-%-%6%1%

Relocation of staff /
-1-3--------3company
-%1%-%1%-%-%-%-%-%-%-%-%1%

Poor customer service
---3--------3/unreliable service
-%-%-%1%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

-2*2*----*--2best mailing option is
-%1%1%1%2%-%-%-%-%2%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*e*d*c*baSignificance Level: 95%
1727939373441052216281942412Unweighted total
13204362842284417211927320Weighted total

-2-2--------2More BACS payments
-%1%-%1%-%-%-%-%-%-%-%-%1%

-19625228-244231Other
-%10%15%9%9%21%17%-%27%19%20%6%10%

--2---------2Don't Know
-%-%5%-%-%-%-%-%-%-%-%-%1%

a
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-48264903275831208412Unweighted total
-24186612451422156320Weighted total

Use of new/digital
-137223717*85-135communication methods
-%56%39%38%29%34%6%35%32%-%42%

ab

Increase use of emailing
-5801971721161108services
-%23%43%31%30%33%53%49%38%9%34%

ac

-216838-12336Postal costs
-%10%9%12%13%15%-%4%13%49%11%

-286*4-1*111Downsizing the company
-%7%4%10%*%8%-%5%1%16%3%

b

--2-111--19Because of the recession
-%-%1%-%4%1%28%-%-%18%3%

Retirement / closing the
-**221-22-6business
-%1%*%3%8%1%-%9%13%-%2%

b

--31-2-1-*5Environmental costs
-%-%2%2%-%5%-%4%-%8%2%

Increase use of social
--3*-*----5media
-%-%1%*%-%*%-%-%-%-%1%

Less effective than
other communications

-142-*-1--4media
-%4%2%4%-%1%-%4%-%-%1%

Electronic technology is
-231-2-*--4more reliable / faster
-%9%2%2%-%4%-%1%-%-%1%

ab

-33-*2-**-3Security concerns
-%11%2%-%1%3%-%1%1%-%1%

ab

Relocation of staff /
--1-------3company
-%-%1%-%-%-%-%-%-%-%1%

Poor customer service
----------3/unreliable service
-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-48264903275831208412Unweighted total
-24186612451422156320Weighted total

Too complicated - hard
to understand what the

-*22*-*-*-2best mailing option is
-%2%1%3%2%-%13%-%3%-%1%

--22------2More BACS payments
-%-%1%3%-%-%-%-%-%-%1%

-217466-22-31Other
-%9%9%7%23%11%-%9%13%-%10%

----------2Don't Know
-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*dcbaSignificance Level: 95%
1207203851782601277967-3517565412Unweighted total
1133150551241852164747-1811643320Weighted total

Use of new/digital
14960185068-101615-105019135communication methods

100%37%40%33%40%37%-%64%33%32%-%56%43%43%42%

Increase use of emailing
-52561942812*1812-23814108services
-%39%37%35%34%44%100%2%38%25%-%10%33%33%34%

bcc

-101681214-367-112336Postal costs
-%8%11%14%10%8%-%19%14%15%-%4%11%6%11%

-86347-*41--3211Downsizing the company
-%6%4%5%3%4%-%1%8%3%-%-%2%4%3%

-21232-121-3119Because of the recession
-%1%1%3%2%1%-%7%3%2%-%17%1%2%3%

ab

Retirement / closing the
-22122-**3-**26business
-%2%1%2%2%1%-%1%1%5%-%1%*%5%2%

b

-13233--*2--315Environmental costs
-%1%2%4%2%2%-%-%1%5%-%-%2%2%2%

Increase use of social
-22*13--*---1*5media
-%1%1%*%1%1%-%-%*%-%-%-%1%*%1%

Less effective than
other communications

-44*44-**--1414media
-%3%3%*%3%2%-%1%1%-%-%5%4%3%1%

Electronic technology is
-13213--21--1-4more reliable / faster
-%1%2%4%1%2%-%-%4%2%-%-%1%-%1%

-32233-222-33-3Security concerns
-%2%1%3%2%2%-%10%4%3%-%15%2%-%1%

ab

Relocation of staff /
-*1-*1------*-3company
-%*%1%-%*%1%-%-%-%-%-%-%*%-%1%

Poor customer service
--------------3/unreliable service
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

-2**22-***-*222best mailing option is
-%2%*%1%1%1%-%3%1%1%-%3%1%4%1%

-22--2--------2More BACS payments
-%1%1%-%-%1%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*dcbaSignificance Level: 95%
1207203851782601277967-3517565412Unweighted total
1133150551241852164747-1811643320Weighted total

-151461217-449-*12231Other
-%11%9%10%10%9%-%26%8%19%-%2%10%5%10%

b

--------------2Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*dcbaSignificance Level: 95%
423322061991719485160412Unweighted total
2231413514767332932320Weighted total

Use of new/digital
--3152604471112135communication methods
-%-%100%10%39%40%71%66%21%40%38%42%

c

Increase use of emailing
*--64954**6911108services

23%-%-%44%37%37%7%6%19%31%36%34%

-1221217*-64336Postal costs
-%53%56%17%9%12%1%-%17%14%8%11%

-1--75--32111Downsizing the company
-%47%-%-%5%3%-%-%8%8%4%3%

1---23-11*29Because of the recession
51%-%-%-%1%2%-%16%3%*%5%3%

Retirement / closing the
--1-****3*-6business
-%-%36%-%*%*%4%3%8%1%-%2%

a

---2*3--2-*5Environmental costs
-%-%-%13%*%2%-%-%7%-%2%2%

Increase use of social
---*22----*5media
-%-%-%1%1%1%-%-%-%-%*%1%

Less effective than
other communications

---*44*****4media
-%-%-%1%3%3%2%2%*%1%1%1%

Electronic technology is
---113--1224more reliable / faster
-%-%-%8%1%2%-%-%3%7%7%1%

---*322-2223Security concerns
-%-%-%1%2%1%29%-%5%6%5%1%

Relocation of staff /
--2-*1-----3company
-%-%56%-%*%1%-%-%-%-%-%1%

Poor customer service
-----------3/unreliable service
-%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

---12**-***2best mailing option is
-%-%-%8%2%*%9%-%2%2%2%1%

----22-----2More BACS payments
-%-%-%-%1%1%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*baba*e*dcbaSignificance Level: 95%
423322061991719485160412Unweighted total
2231413514767332932320Weighted total

1--116142246431Other
26%-%-%11%12%9%39%34%12%19%11%10%

-----------2Don't Know
-%-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
33750183212100380229404304386318383412Unweighted total
2563714246360289172310221293240289320Weighted total

Use of new/digital
109165102-34119861308711799116135communication methods

43%42%36%41%-%56%41%50%42%40%40%41%40%42%

bb

Increase use of emailing
8615290318103481057410487103108services
34%42%15%37%100%30%35%28%34%34%36%36%36%34%

a

227324183320362134263436Postal costs
9%20%22%10%37%13%11%12%11%10%12%11%12%11%

b

71*8-21161171171111Downsizing the company
3%3%2%3%-%3%4%3%3%3%4%3%4%3%

7--5-274988689Because of the recession
3%-%-%2%-%4%2%2%3%4%3%3%3%3%

Retirement / closing the
6--6-*35656366business
2%-%-%2%-%*%1%3%2%2%2%1%2%2%

5-23-*55555555Environmental costs
2%-%13%1%-%1%2%3%2%2%2%2%2%2%

Increase use of social
5--3-*42534245media
2%-%-%1%-%*%1%1%1%1%1%1%1%1%

Less effective than
other communications

4*-4-144434444media
2%*%-%2%-%2%2%3%1%1%1%2%2%1%

Electronic technology is
31-2-231444444more reliable / faster
1%3%-%1%-%3%1%1%1%2%1%2%1%1%

3--3-23-313333Security concerns
1%-%-%1%-%3%1%-%1%1%1%1%1%1%

a

Relocation of staff /
3--3--11311113company
1%-%-%1%-%-%*%1%1%1%*%*%*%1%

Poor customer service
3-12--3-333-33/unreliable service
1%-%7%1%-%-%1%-%1%1%1%-%1%1%

b

Too complicated - hard
to understand what the

2--2--22222122best mailing option is
1%-%-%1%-%-%1%1%1%1%1%*%1%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
33750183212100380229404304386318383412Unweighted total
2563714246360289172310221293240289320Weighted total

2--2--2-222222More BACS payments
1%-%-%1%-%-%1%-%1%1%1%1%1%1%

243220-32714291727232531Other
9%8%11%8%-%5%9%8%9%8%9%9%9%10%

------2---2-22Don't Know
-%-%-%-%-%-%1%-%-%-%1%-%1%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
743383332056412--6110557412Unweighted total
672522581743320--566452320Weighted total

Use of new/digital
23113114515135--201*19135communication methods
34%45%44%30%35%42%-%-%35%11%3%36%42%

Increase use of emailing
119791512108--20*216108services
16%38%35%31%27%34%-%-%35%5%53%30%34%

b

927272636--9--836Postal costs
14%10%11%10%14%11%-%-%16%-%-%16%11%

839*211--21-311Downsizing the company
11%1%3%2%4%3%-%-%4%16%-%6%3%

a

635319--22-29Because of the recession
8%1%2%18%2%3%-%-%4%33%-%4%3%

a

Retirement / closing the
153216--2*-26business
1%2%1%10%2%2%-%-%3%4%-%4%2%

-55--5--1--15Environmental costs
-%2%2%-%-%2%-%-%2%-%-%2%2%

Increase use of social
*55--5------5media
*%2%2%-%-%1%-%-%-%-%-%-%1%

Less effective than
other communications

-44--4--1--14media
-%2%2%-%-%1%-%-%2%-%-%2%1%

Electronic technology is
*431-4--*--*4more reliable / faster
*%2%1%6%-%1%-%-%1%-%-%1%1%

213--3---*--3Security concerns
3%*%1%-%-%1%-%-%-%2%-%-%1%

Relocation of staff /
-33-*3------3company
-%1%1%-%*%1%-%-%-%-%-%-%1%

Poor customer service
12--33--2-2-3/unreliable service
1%1%-%-%6%1%-%-%3%-%44%-%1%

c

Too complicated - hard
to understand what the

-22--2--*--*2best mailing option is
-%1%1%-%-%1%-%-%1%-%-%1%1%

2-2--2------2More BACS payments
3%-%1%-%-%1%-%-%-%-%-%-%1%

a
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bac*b*ab*a*baSignificance Level: 95%
743383332056412--6110557412Unweighted total
672522581743320--566452320Weighted total

1020232631--62-731Other
16%8%9%11%14%10%-%-%10%31%-%14%10%

a

-2--22--2--22Don't Know
-%1%-%-%4%1%-%-%3%-%-%3%1%

c
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*a*dc*baSignificance Level: 95%
10-837263992217301370412Unweighted total

5-36481548610526320Weighted total

Use of new/digital
3-11-13*1*126135communication methods

62%-%29%-%8%18%8%17%2%15%49%24%42%

Increase use of emailing
2-16136*213*11108services

31%-%45%28%37%43%9%28%11%27%8%43%34%

--4*232343-336Postal costs
-%-%12%1%28%22%59%37%69%33%-%13%11%

a

*-111*1*11-111Downsizing the company
6%-%2%22%16%2%26%3%15%13%-%5%3%

*-11---1*1119Because of the recession
1%-%3%26%-%-%-%13%1%11%23%4%3%

Retirement / closing the
------------6business
-%-%-%-%-%-%-%-%-%-%-%-%2%

------------5Environmental costs
-%-%-%-%-%-%-%-%-%-%-%-%2%

Increase use of social
---1-1-*-*-15media
-%-%-%24%-%7%-%1%-%1%-%4%1%

Less effective than
other communications

--2-11-*-*124media
-%-%6%-%12%8%-%1%-%1%20%8%1%

Electronic technology is
--1-111111-14more reliable / faster
-%-%3%-%14%7%30%13%18%11%-%4%1%

------------3Security concerns
-%-%-%-%-%-%-%-%-%-%-%-%1%

Relocation of staff /
------------3company
-%-%-%-%-%-%-%-%-%-%-%-%1%

Poor customer service
1-----------3/unreliable service

19%-%-%-%-%-%-%-%-%-%-%-%1%

Too complicated - hard
to understand what the

------------2best mailing option is
-%-%-%-%-%-%-%-%-%-%-%-%1%

------------2More BACS payments
-%-%-%-%-%-%-%-%-%-%-%-%1%

--3--*-***-131Other
-%-%7%-%-%1%-%1%2%2%-%5%10%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cb*a*dc*b*a*dc*baSignificance Level: 95%
10-837263992217301370412Unweighted total

5-36481548610526320Weighted total

------------2Don't Know
-%-%-%-%-%-%-%-%-%-%-%-%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*i*hg*f*ed*c*baSignificance Level: 95%
291941272246232110231465412Unweighted total
22173524184216154751858320Weighted total

Use of new/digital
38715122176143832135communication methods

14%50%21%61%68%49%40%38%29%67%43%54%42%

djdj

Increase use of emailing
9*19241456203618108services

42%1%54%10%24%34%31%39%42%67%32%31%34%

a

412586216--236Postal costs
17%4%5%19%45%13%13%4%12%-%-%4%11%

--22-21-2-*211Downsizing the company
-%-%6%9%-%4%7%-%4%-%3%3%3%

2-3--2--2--*9Because of the recession
9%-%7%-%-%4%-%-%5%-%-%1%3%

Retirement / closing the
--1**--1---36business
-%-%2%1%1%-%-%7%-%-%-%6%2%

d

-4--*-*---*-5Environmental costs
-%21%-%-%3%-%2%-%-%-%3%-%2%

Increase use of social
*-1---1-1--25media
*%-%2%-%-%-%6%-%2%-%-%3%1%

Less effective than
other communications

-*-*----2--24media
-%1%-%*%-%-%-%-%4%-%-%4%1%

Electronic technology is
--2---*11---4more reliable / faster
-%-%5%-%-%-%2%7%2%-%-%-%1%

---*2-1-----3Security concerns
-%-%-%1%9%-%7%-%-%-%-%-%1%

Relocation of staff /
--*-2--1----3company
-%-%*%-%9%-%-%7%-%-%-%-%1%

Poor customer service
2-------1---3/unreliable service
8%-%-%-%-%-%-%-%2%-%-%-%1%

Too complicated - hard
to understand what the

-------1---12best mailing option is
-%-%-%-%-%-%-%7%-%-%-%2%1%

-----------22More BACS payments
-%-%-%-%-%-%-%-%-%-%-%3%1%

24-7*6**3-3431Other
11%23%-%30%3%14%2%2%5%-%19%7%10%

j
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

*l*kj*i*hg*f*ed*c*baSignificance Level: 95%
291941272246232110231465412Unweighted total
22173524184216154751858320Weighted total

-----------22Don't Know
-%-%-%-%-%-%-%-%-%-%-%3%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
899514682412Unweighted total
74857982320Weighted total

Use of new/digital
19482643135communication methods
25%56%33%53%42%

bdbd

Increase use of emailing
28213128108services
38%25%39%34%34%

c

6188236Postal costs
9%22%10%3%11%

abda

243211Downsizing the company
3%4%4%3%3%

522*9Because of the recession
6%2%3%1%3%

Retirement / closing the
1*136business
1%*%1%4%2%

4***5Environmental costs
5%1%*%1%2%

b

Increase use of social
1-225media
1%-%3%2%1%

Less effective than
other communications

**224media
*%*%3%3%1%

Electronic technology is
2-2-4more reliable / faster
2%-%3%-%1%

-21-3Security concerns
-%2%1%-%1%

Relocation of staff /
*21-3company
*%2%1%-%1%

Poor customer service
2-1-3/unreliable service
2%-%1%-%1%

Too complicated - hard
to understand what the

--112best mailing option is
-%-%1%1%1%

---22More BACS payments
-%-%-%2%1%

6143831Other
9%16%4%9%10%

b
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
899514682412Unweighted total
74857982320Weighted total

---22Don't Know
-%-%-%2%1%
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QS3a. What would you say are the reasons for this decrease?
Base: All with decreased volume of post sent in the last 12 months (QS1=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

Yes, and we have tried
6418709510127248259another provider

12%7%16%15%14%13%12%12%14%13%13%

Yes, but we have not
64317383*129598tried another provider

12%8%3%4%5%4%4%3%5%5%5%

abc

364095369557649154015601624No
76%81%81%81%80%80%82%82%79%81%81%

*2*132*111819Don't Know
*%3%*%*%*%2%2%3%2%1%1%

abaaa
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

Yes, and we have tried
816112242321234625444930259another provider
9%16%10%13%14%13%12%14%15%6%15%8%14%13%

dkm

Yes, but we have not
44586516121671164998tried another provider
4%4%4%5%3%10%6%5%4%1%5%4%4%5%

adijklm

7678871383137124162261127602331001791624No
86%80%85%81%83%75%81%81%79%92%78%87%82%81%

chchacefghjlh

1-*18*43*3*52119Don't Know
1%-%*%1%*%2%1%*%2%*%2%2%1%1%

fllflflfl
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

Yes, and we have tried
262325220792921154234*259another provider
13%13%11%13%12%6%4%20%2%3%19%1%13%

acdfgdacdfghacdfgh

Yes, but we have not
59317812882347512298tried another provider
2%5%4%5%4%5%3%6%3%10%7%5%5%

bdhh

173145138312416271235243618241127361624No
84%81%85%80%83%87%93%74%94%86%72%94%81%

abebebehbeghbebeh

218*1992-51-2-19Don't Know
1%1%*%1%1%1%-%1%1%-%1%-%1%

b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

Yes, and we have tried
893313013246259another provider
21%11%10%10%13%13%

ab

Yes, but we have not
471435-9898tried another provider
11%5%3%-%5%5%

abab

292241106811115131624No
67%83%86%87%81%81%

cc

521031719Don't Know
1%1%1%2%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

Yes, and we have tried
801116817241*-*131462179259another provider
26%14%7%45%12%100%-%41%19%54%46%23%11%13%

abaabiabiai

Yes, but we have not
364121890--*-26286298tried another provider
12%5%2%20%5%-%-%18%-%39%19%11%4%5%

abaabiaiai

189628807131611--*2*1017614351624No
62%79%89%34%82%-%-%41%81%7%34%66%85%81%

cbcbcjcjbcij

*109*19-----**1919Don't Know
*%1%1%*%1%-%-%-%-%-%*%*%1%1%

c
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

Yes, and we have tried
*213121221706114913195103259another provider

100%48%38%16%5%4%11%14%14%25%11%14%9%13%

bbacacabcefac

Yes, but we have not
-2*1335972325369465898tried another provider
-%52%2%6%13%6%5%6%7%9%6%7%5%5%

aacf

--213224792394034140210085569171624No
-%-%60%77%81%87%83%79%79%66%83%79%84%81%

ddbdefdbdef

---*1298151161019Don't Know
-%-%-%1%2%3%1%1%*%1%1%1%1%1%

a
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

Yes, and we have tried
214413242*-*--59136259another provider

21%8%14%11%9%24%-%30%-%-%68%84%23%13%

ad

Yes, but we have not
214121823----2*15098tried another provider

17%8%4%6%5%-%-%-%-%35%2%11%8%5%

c

7146228247378*-**42*3961624No
62%83%81%83%84%76%-%70%100%65%30%3%67%81%

-1217------*519Don't Know
-%*%1%*%2%-%-%-%-%-%-%1%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

Yes, and we have tried
15116120138206122231513233259another provider
29%10%47%8%12%27%30%38%36%30%23%16%13%

aaccaba

Yes, but we have not
125736629-44291991498tried another provider
22%5%14%4%5%-%11%38%11%11%6%7%5%

aabc

239849415301401824314598981581624No
43%84%37%88%82%73%59%24%53%58%70%76%81%

bbacdcd

484152-3-*1*419Don't Know
7%1%2%1%1%-%1%-%*%1%*%2%1%

a
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

Yes, and we have tried
2218845876210595923259another provider

100%18%9%13%42%16%53%33%43%38%13%

bbaa

Yes, but we have not
-114922282512014898tried another provider
-%9%5%7%13%6%4%11%10%13%5%

ba

-868632679131189863301624No
-%71%86%78%44%77%42%56%46%49%81%

accb

-48624****19Don't Know
-%3%1%2%1%1%1%*%*%*%1%

b
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

Yes, and we have tried
*748788869223777116-227744259another provider
4%11%10%20%13%9%56%31%21%29%-%24%13%16%13%

ababbab

Yes, but we have not
-3447304250*163136-6341998tried another provider
-%5%5%7%6%5%2%13%8%9%-%6%6%7%5%

5580766326536895267258240-594852101624No
96%84%84%73%80%86%42%56%69%61%-%65%81%76%81%

cbcaccc

-47448-*52-46419Don't Know
-%1%1%1%1%1%-%*%1%1%-%4%1%1%1%

ab
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

Yes, and we have tried
7122974881921715049259another provider

63%63%14%24%11%10%37%29%26%25%17%13%

abcaaa

Yes, but we have not
2*32304771124142398tried another provider

14%*%17%6%4%5%15%14%9%7%8%5%

abab

37112658071625431781392151624No
24%37%69%70%84%83%48%57%65%68%74%81%

edecde

----49--22519Don't Know
-%-%-%-%1%1%-%-%1%1%2%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

Yes, and we have tried
1256113144280226164244202227172220259another provider

8%24%24%9%39%20%13%15%13%14%13%13%13%13%

baabb

Yes, but we have not
50266612308757968393769398tried another provider

3%10%12%4%38%8%5%5%5%6%5%6%5%5%

bab

139416634134812791438828156211151418105213961624No
88%65%65%86%22%71%81%78%81%79%81%80%81%81%

abacc

114-13-41311181115111519Don't Know
1%1%-%1%-%1%1%1%1%1%1%1%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

Yes, and we have tried
111148--2594316351133453155259another provider

12%14%-%-%100%13%11%26%38%52%23%41%13%

bcbcb

Yes, but we have not
3860-98-176120301853098tried another provider

4%6%-%100%-%5%4%10%9%20%42%8%5%

acbcb

7498751624--25812401201842441881624No
83%80%100%-%-%81%84%62%52%27%33%50%81%

abaaa

1010---2825**319Don't Know
1%1%-%-%-%1%1%1%1%*%2%1%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

Yes, and we have tried
91189711681116521259another provider

13%6%16%19%13%14%31%16%34%22%27%14%13%

acdacaa

Yes, but we have not
**723526371898tried another provider
*%*%7%5%7%6%11%13%10%11%6%5%5%

ddca

62148736406612351946111221624No
85%93%78%77%79%80%58%72%56%67%65%80%81%

abbbbcd

1*-**--*****19Don't Know
1%1%-%*%1%-%-%*%*%*%2%*%1%
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

Yes, and we have tried
17302128192217114042424259another provider
13%17%11%14%13%15%15%9%15%7%15%8%13%

aeaaaea

Yes, but we have not
89614972811541498tried another provider
6%5%3%7%7%5%2%7%4%9%3%5%5%

ffff

10514416016211111794104209441252491624No
81%79%86%78%79%78%81%85%80%78%81%86%81%

idghik

**-4232-132219Don't Know
*%*%-%2%1%2%2%-%1%6%1%1%1%

jjadejkl
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

Yes, and we have tried
69706952259another provider
14%14%14%10%13%

Yes, but we have not
2231212398tried another provider

4%6%4%5%5%

4093914064181624No
82%78%81%84%81%

c

*84719Don't Know
*%2%1%1%1%

dd
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QS4. Have you or your organisation ever considered trying a postal provider other than Royal Mail or [QV5c provider]?
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117691123675125808113536413871967Unweighted total

364095369557649154015601624Weighted total

We don't mail large
48209618310126409419enough volumes

10%20%21%26%33%15%15%16%15%26%26%

eebcdebcde

Our chosen provider is
reliable enough for our

11152177118172312362379needs
30%37%22%21%21%27%24%23%29%23%23%

ababca

We are near a Post
761057897*25231238Office

19%14%11%16%16%10%1%12%12%15%15%

dddde

Support Royal Mail /
local Post Office / I'm

41331504*22130135against privatisation
11%1%3%8%9%7%5%13%5%8%8%

cddcdbde

Our chosen provider is
fast enough for our

13*163331*28891needs
2%7%*%4%6%5%7%2%6%6%6%

cccc

Convenience / easier /
12626283*128689suits our needs
2%5%6%7%5%5%3%6%4%6%6%

Our chosen provider is
safe enough for our

*3*14332**18081needs
1%7%*%4%6%3%1%1%4%5%5%

cecece

Happy / satisfied with
the service from current

129212031127174provider
4%4%9%6%4%5%6%4%6%5%5%

a

Unaware of other
22614114*135256providers
6%6%6%4%2%6%2%6%6%3%3%

aaaa

Not considered / haven't
thought about it / no
time / it's not my

*118162**14041decision
*%3%1%2%3%2%2%2%3%3%3%

Our customers prefer our
**26162**23739chosen provider
1%1%2%2%3%3%1%1%4%2%2%

a
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117691123675125808113536413871967Unweighted total

364095369557649154015601624Weighted total

No need to change - no
demand / requirement to

1-35181***3637change
2%-%3%1%3%1%2%2%1%2%2%

Don't know enough about
what other providers

1*4101221*13032offer
3%*%4%3%2%3%7%2%3%2%2%

ac

Others more expensive
than our current

*12792*112728providers
1%2%2%2%2%2%3%4%2%2%2%

Don't know enough about
other providers and

1-1761***1819their services
3%-%1%2%1%1%1%2%1%1%1%

Other operators do not
provide the service I

-*164**-*1414need
-%1%1%2%1%*%1%-%*%1%1%

Always been with them /
*-*36****1313always use them
1%-%*%1%1%1%3%*%*%1%1%

b

Other providers don't
pick up mail in this

***641-**1212area
*%*%*%2%1%1%-%2%1%1%1%

Mainly doing it
electronically / on the

*-1-5*--*99internet
*%-%1%-%1%*%-%-%*%1%1%

Other providers could
not deliver to all the

*-233*-**88areas we need
*%-%2%1%1%*%-%*%*%1%1%

---52----77Close to a post box
-%-%-%1%*%-%-%-%-%*%*%

---*-----**Loyalty
-%-%-%*%-%-%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

*--12*-**44the monopoly
1%-%-%*%*%*%-%*%*%*%*%

Effort involved in
switching outweighs the

2461352*113940benefit
5%9%6%3%1%2%2%4%2%2%2%

aabaa
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
117691123675125808113536413871967Unweighted total

364095369557649154015601624Weighted total

*-1131-*11112No reason
*%-%1%*%1%2%-%3%2%1%1%

aaa

*-26162*113840Other
*%-%2%2%3%3%1%3%3%2%2%

226132172138087Don't know
6%6%6%3%4%10%25%8%8%5%5%

aabcea
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
240237263122713011114623712055206731491967Unweighted total

7678871383137124162261127602331001791624Weighted total

We don't mail large
161721365273048683817583148419enough volumes
20%21%25%26%19%24%29%26%30%29%25%31%27%26%

mm

Our chosen provider is
reliable enough for our

181513333372929642110632554379needs
24%19%15%24%27%24%18%24%17%16%27%25%30%23%

kkkkkekkdegkl

We are near a Post
14141219715192639231631919238Office
19%18%13%14%11%15%16%15%18%27%13%9%11%15%

aiaabcfijk

Support Royal Mail /
local Post Office / I'm

6471171614112121120715135against privatisation
8%5%9%8%12%11%7%8%2%18%9%7%8%8%

eeeeleeeacefgjklmeee

Our chosen provider is
fast enough for our

345797498741481891needs
5%5%6%6%5%3%6%3%5%7%6%8%10%6%

fhjm

Convenience / easier /
345778961555781589suits our needs
5%6%6%6%6%7%4%6%4%8%3%8%8%6%

c

Our chosen provider is
safe enough for our

433717298631461681needs
5%4%4%5%5%2%6%3%4%4%6%6%9%5%

fhkl

Happy / satisfied with
the service from current

354627491610164574provider
4%7%4%4%5%4%5%6%8%2%3%4%3%5%

cc

Unaware of other
556397*55818*556providers
7%7%7%3%5%*%3%2%6%2%4%*%3%3%

bfhjbfhjbfhjhbfhj

Not considered / haven't
thought about it / no
time / it's not my

211374498-*55241decision
2%2%1%3%3%3%5%3%-%*%2%5%1%3%

eaeke

Our customers prefer our
233324*614-113239chosen provider
3%3%3%2%3%*%4%1%3%-%5%3%1%2%

fffhafhj
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
240237263122713011114623712055206731491967Unweighted total

7678871383137124162261127602331001791624Weighted total

No need to change - no
demand / requirement to

3332824*12216-237change
4%4%3%2%1%3%*%5%1%2%2%-%1%2%

gggggj

Don't know enough about
what other providers

1112852352-52432offer
2%2%2%2%4%2%2%2%2%-%2%2%2%2%

Others more expensive
than our current

31222-2363214228providers
4%1%2%2%-%2%2%2%2%3%1%4%1%2%

cijci

Don't know enough about
other providers and

31312*112*-5-319their services
4%1%4%1%*%1%1%1%*%-%2%-%2%1%

efijefij

Other operators do not
provide the service I

1139-*-1--32314need
1%2%4%1%-%*%-%*%-%-%1%2%2%1%

efgij

Always been with them /
1139--*4--21213always use them
1%1%3%1%-%-%*%1%-%-%1%1%1%1%

gij

Other providers don't
pick up mail in this

22261-22-2---12area
3%3%2%*%1%-%1%1%-%3%-%-%-%1%

acjacjcjacj

Mainly doing it
electronically / on the

-1-8--22-32--9internet
-%1%-%1%-%-%1%1%-%4%1%-%-%1%

acefhijkm

Other providers could
not deliver to all the

*116--33-----8areas we need
*%1%1%*%-%-%2%1%-%-%-%-%-%1%

*--7---22-2-27Close to a post box
*%-%-%1%-%-%-%1%1%-%1%-%1%*%

-*-----------*Loyalty
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

j
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
240237263122713011114623712055206731491967Unweighted total

7678871383137124162261127602331001791624Weighted total

There aren't any others
in this area / no
competition - they have

1111-1-------4the monopoly
1%1%1%*%-%1%-%-%-%-%-%-%-%*%

jjjj

Effort involved in
switching outweighs the

*113724865-84140benefit
*%2%1%3%2%3%5%2%4%-%3%4%1%2%

mmakmmmm

1-110*1111-3-212No reason
1%-%2%1%*%1%1%*%1%-%1%-%1%1%

13234*2283274740Other
2%3%2%2%*%2%1%3%2%3%3%4%4%2%

iii

745711031281011531087Don't know
9%6%6%5%7%2%7%3%8%1%6%3%6%5%

dfhjfh
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
268169959613717861387447421647177551967Unweighted total
173145138312416271235243618241127361624Weighted total

We don't mail large
383809332618032111093913297419enough volumes
22%26%24%26%29%26%21%25%21%32%23%19%26%

d

Our chosen provider is
reliable enough for our

24355932861472410105489288379needs
14%24%24%23%23%19%19%24%26%23%22%22%23%

b

We are near a Post
34203481907817879277175238Office
20%14%13%15%12%14%15%18%15%17%13%15%15%

ah

Support Royal Mail /
local Post Office / I'm

22113311045581228162103135against privatisation
13%8%8%8%9%6%23%7%9%6%8%9%8%

aabcdegh

Our chosen provider is
fast enough for our

78428632565242039191needs
4%6%7%5%4%5%10%5%11%6%7%2%6%

ahaegh

Convenience / easier /
147518723211424648189suits our needs

8%5%5%6%5%9%8%5%3%11%6%3%6%

add

Our chosen provider is
safe enough for our

47723582362261626-81needs
3%5%6%5%4%5%4%6%9%6%5%-%5%

ah

Happy / satisfied with
the service from current

6692549237*221036274provider
3%5%7%4%4%6%*%5%6%7%5%7%5%

affff

Unaware of other
4519462110*13326156providers
3%4%2%4%3%8%*%3%2%5%5%2%3%

defh

Not considered / haven't
thought about it / no
time / it's not my

537932186*8223241decision
3%3%2%3%3%5%*%2%1%5%3%5%3%

de

Our customers prefer our
435112817-*108-4*39chosen provider
3%2%3%2%3%-%*%2%4%-%3%1%2%

gg
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
268169959613717861387447421647177551967Unweighted total
173145138312416271235243618241127361624Weighted total

No need to change - no
demand / requirement to

433928222*841*-37change
2%2%2%2%3%1%*%2%2%1%*%-%2%

b

Don't know enough about
what other providers

131725822116-4-32offer
1%2%2%2%1%1%4%2%3%-%3%-%2%

h

Others more expensive
than our current

42442411**76*3*28providers
2%2%1%2%2%*%*%2%3%1%2%*%2%

Don't know enough about
other providers and

21741582*64-*-19their services
1%1%1%1%1%1%*%1%2%-%*%-%1%

Other operators do not
provide the service I

113686*-3--2314need
1%1%2%1%1%*%-%1%-%-%1%8%1%

bdefgh

Always been with them /
2113109--2*2*-13always use them
1%1%1%1%1%-%-%*%*%4%*%-%1%

bdeg

Other providers don't
pick up mail in this

210662*-33-2212area
1%1%2%1%*%*%-%1%2%-%2%4%1%

ahhegh

Mainly doing it
electronically / on the

*9177*-11---9internet
*%1%*%1%1%*%-%*%*%-%-%-%1%

Other providers could
not deliver to all the

-8265--1--218areas we need
-%1%1%*%1%-%-%*%-%-%1%2%1%

ee

-7264--2-2--7Close to a post box
-%1%*%*%1%-%-%*%-%4%-%-%*%

bdegh

-*-*---*----*Loyalty
-%*%-%*%-%-%-%*%-%-%-%-%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
268169959613717861387447421647177551967Unweighted total
173145138312416271235243618241127361624Weighted total

There aren't any others
in this area / no
competition - they have

*4221*111---4the monopoly
*%*%*%*%*%*%3%*%*%-%-%-%*%

beh

Effort involved in
switching outweighs the

5351228882112*8240benefit
3%2%3%2%1%6%3%2%1%*%6%5%2%

dehdehh

11129211341*-12No reason
1%1%1%1%*%1%2%1%2%3%*%-%1%

hhh

43618221722132*3340Other
2%2%5%2%3%2%3%3%1%1%2%8%2%

abdgh

147317702843231638387Don't know
8%5%4%6%4%3%5%5%9%7%6%7%5%

agh
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
389318124011118561967Unweighted total
292241106811115131624Weighted total

We don't mail large
374332829390419enough volumes
13%18%31%26%26%26%

cbc

Our chosen provider is
reliable enough for our

926022422357379needs
32%25%21%20%24%23%

ab

We are near a Post
353916318220238Office
12%16%15%16%15%15%

Support Royal Mail /
local Post Office / I'm

26169211124135against privatisation
9%7%9%10%8%8%

Our chosen provider is
fast enough for our

201259147791needs
7%5%6%13%5%6%

a

Convenience / easier /
11205868389suits our needs

4%8%5%5%6%6%

ac

Our chosen provider is
safe enough for our

201150117081needs
7%5%5%10%5%5%

a

Happy / satisfied with
the service from current

11194476774provider
4%8%4%6%4%5%

ac

Unaware of other
1383474956providers

4%3%3%6%3%3%

Not considered / haven't
thought about it / no
time / it's not my

16101533941decision
6%4%1%3%3%3%

aa

Our customers prefer our
1182053539chosen provider

4%4%2%4%2%2%

a
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
389318124011118561967Unweighted total
292241106811115131624Weighted total

No need to change - no
demand / requirement to

612753237change
2%*%2%4%2%2%

bb

Don't know enough about
what other providers

10220-3232offer
4%1%2%-%2%2%

b

Others more expensive
than our current

1231322728providers
4%1%1%1%2%2%

ab

Don't know enough about
other providers and

65811819their services
2%2%1%1%1%1%

a

Other operators do not
provide the service I

833-1414need
3%1%*%-%1%1%

aa

Always been with them /
535-1313always use them
2%1%*%-%1%1%

a

Other providers don't
pick up mail in this

255*1212area
1%2%*%*%1%1%

a

Mainly doing it
electronically / on the

*-9-99internet
*%-%1%-%1%1%

Other providers could
not deliver to all the

4*3*88areas we need
2%*%*%*%1%1%

a

--7-77Close to a post box
-%-%1%-%*%*%

--*-**Loyalty
-%-%*%-%*%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
389318124011118561967Unweighted total
292241106811115131624Weighted total

There aren't any others
in this area / no
competition - they have

*12*44the monopoly
*%*%*%*%*%*%

Effort involved in
switching outweighs the

1132513940benefit
4%1%2%1%3%2%

*3811112No reason
*%1%1%1%1%1%

c

842653540Other
3%2%2%5%2%2%

10175677987Don't know
3%7%5%7%5%5%

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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
327833807361931--1332929116401967Unweighted total
189628807131611--*2*1017614351624Weighted total

We don't mail large
111152922416---2-*9407419enough volumes

6%18%36%16%26%-%-%-%84%-%3%5%28%26%

cbcbbb

Our chosen provider is
reliable enough for our

671641484375--*-*363312379needs
35%26%18%29%23%-%-%100%-%52%33%36%22%23%

abaai

We are near a Post
19100119*238-----*19219238Office
10%16%15%*%15%-%-%-%-%-%1%11%15%15%

ccjbj

Support Royal Mail /
local Post Office / I'm

135468*134-----*13122135against privatisation
7%9%8%4%8%-%-%-%-%-%5%7%8%8%

Our chosen provider is
fast enough for our

223832*91-----*216991needs
12%6%4%4%6%-%-%-%-%-%4%12%5%6%

abaai

Convenience / easier /
153045*89-----*157589suits our needs

8%5%6%2%6%-%-%-%-%-%3%8%5%6%

ba

Our chosen provider is
safe enough for our

213624*81-----*216081needs
11%6%3%2%5%-%-%-%-%-%2%12%4%5%

abaai

Happy / satisfied with
the service from current

153227*74----*-155974provider
8%5%3%1%5%-%-%-%-%48%-%9%4%5%

aai

Unaware of other
132419*55-----*134256providers

7%4%2%4%3%-%-%-%-%-%5%7%3%3%

abai

Not considered / haven't
thought about it / no
time / it's not my

121713239-----2102941decision
7%3%2%17%2%-%-%-%-%-%21%6%2%3%

ababiai

Our customers prefer our
71914*39-----*63339chosen provider
3%3%2%1%2%-%-%-%-%-%1%4%2%2%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
327833807361931--1332929116401967Unweighted total
189628807131611--*2*1017614351624Weighted total

No need to change - no
demand / requirement to

4627-37------43337change
2%1%3%-%2%-%-%-%-%-%-%2%2%2%

b

Don't know enough about
what other providers

21416*32-----*23032offer
1%2%2%1%2%-%-%-%-%-%2%1%2%2%

Others more expensive
than our current

9146226-----271928providers
5%2%1%14%2%-%-%-%-%-%17%4%1%2%

abaabiai

Don't know enough about
other providers and

666*19---*--61319their services
3%1%1%1%1%-%-%-%5%-%-%3%1%1%

abai

Other operators do not
provide the service I

662*14-----*6814need
3%1%*%2%1%-%-%-%-%-%3%3%1%1%

abaai

Always been with them /
365-13------31013always use them
1%1%1%-%1%-%-%-%-%-%-%2%1%1%

Other providers don't
pick up mail in this

175-12------11212area
*%1%1%-%1%-%-%-%-%-%-%*%1%1%

Mainly doing it
electronically / on the

*35*9-----*-99internet
*%1%1%1%1%-%-%-%-%-%1%-%1%1%

Other providers could
not deliver to all the

432-8------458areas we need
2%*%*%-%1%-%-%-%-%-%-%2%*%1%

abai

-26-7-------77Close to a post box
-%*%1%-%*%-%-%-%-%-%-%-%1%*%

-*--*-------**Loyalty
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

There aren't any others
in this area / no
competition - they have

*22-4------*44the monopoly
*%*%*%-%*%-%-%-%-%-%-%*%*%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
327833807361931--1332929116401967Unweighted total
189628807131611--*2*1017614351624Weighted total

Effort involved in
switching outweighs the

61619*40-----*63540benefit
3%3%2%1%2%-%-%-%-%-%1%3%2%2%

*83*12-----**1212No reason
*%1%*%*%1%-%-%-%-%-%1%*%1%1%

a

61916238-----243440Other
3%3%2%13%2%-%-%-%-%-%17%2%2%2%

abi

73248186---*-*68087Don't know
4%5%6%5%5%-%-%-%11%-%4%3%6%5%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
--721349411821245492529133980412411967Unweighted total
--213224792394034140210085569171624Weighted total

We don't mail large
---4*8197195474121090193419enough volumes
-%-%-%27%1%17%21%21%14%10%21%16%21%26%

ccbdebdedbde

Our chosen provider is
reliable enough for our

--*561325526093137280162251379needs
-%-%6%39%27%28%28%28%27%34%28%29%27%23%

acef

We are near a Post
---2*4127121325913370121238Office
-%-%-%14%*%9%14%13%9%15%13%13%13%15%

ceeee

Support Royal Mail /
local Post Office / I'm

--*-4469842934775069135against privatisation
-%-%3%-%16%9%8%9%8%9%8%9%8%8%

Our chosen provider is
fast enough for our

---3*45769153964346091needs
-%-%-%20%1%8%6%7%4%10%6%6%7%6%

eabce

Convenience / easier /
----225155292856335289suits our needs
-%-%-%-%11%5%6%6%8%7%6%6%6%6%

ac

Our chosen provider is
safe enough for our

---2*55058113257315181needs
-%-%-%13%*%11%5%6%3%8%6%6%6%5%

aeee

Happy / satisfied with
the service from current

--12214350201849324274provider
-%-%68%14%8%3%5%5%6%5%5%6%5%5%

Unaware of other
---*-23632171839253856providers
-%-%-%2%-%4%4%3%5%4%4%4%4%3%

Not considered / haven't
thought about it / no
time / it's not my

---131212817527192541decision
-%-%-%8%14%3%2%3%5%1%3%3%3%3%

abdacdfddd

Our customers prefer our
--1*122029101423132239chosen provider
-%-%62%2%3%4%2%3%3%4%2%2%2%2%

No need to change - no
demand / requirement to

-----113155513111337change
-%-%-%-%-%1%1%2%2%1%1%2%1%2%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
--721349411821245492529133980412411967Unweighted total
--213224792394034140210085569171624Weighted total

Don't know enough about
what other providers

--*-*316207819121732offer
-%-%6%-%2%7%2%2%2%2%2%2%2%2%

a

Others more expensive
than our current

--1-*31320121417131328providers
-%-%80%-%*%6%1%2%3%4%2%2%1%2%

aacac

Don't know enough about
other providers and

----2*7117597819their services
-%-%-%-%9%*%1%1%2%1%1%1%1%1%

ab

Other operators do not
provide the service I

---*129937128814need
-%-%-%*%5%4%1%1%1%2%1%1%1%1%

aa

Always been with them /
--*--*565-53413always use them
-%-%3%-%-%*%1%1%1%-%*%1%*%1%

acd

Other providers don't
pick up mail in this

------781475712area
-%-%-%-%-%-%1%1%*%1%1%1%1%1%

Mainly doing it
electronically / on the

------222-2229internet
-%-%-%-%-%-%*%*%*%-%*%*%*%1%

Other providers could
not deliver to all the

-----*65337578areas we need
-%-%-%-%-%1%1%1%1%1%1%1%1%1%

------52--5257Close to a post box
-%-%-%-%-%-%1%*%-%-%1%*%1%*%

------*---*-**Loyalty
-%-%-%-%-%-%*%-%-%-%*%-%*%*%

There aren't any others
in this area / no
competition - they have

---*--23**2124the monopoly
-%-%-%2%-%-%*%*%*%*%*%*%*%*%

Effort involved in
switching outweighs the

---***352471235163340benefit
-%-%-%1%1%1%4%3%2%3%3%3%4%2%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*dcbafedcbaSignificance Level: 95%
--721349411821245492529133980412411967Unweighted total
--213224792394034140210085569171624Weighted total

-----*107241051012No reason
-%-%-%-%-%1%1%1%1%1%1%1%1%1%

---**4172441121181540Other
-%-%-%1%2%8%2%3%1%3%2%3%2%2%

aae

----*15947192059225887Don't know
-%-%-%-%1%2%6%5%6%5%6%4%6%5%

bb
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
92573363214153-213235181967Unweighted total
7146228247378*-**42*3961624Weighted total

We don't mail large
-172956107-------41419enough volumes
-%12%13%23%28%-%-%-%-%-%-%-%10%26%

cdcd

Our chosen provider is
reliable enough for our

642736792*-*-22*132379needs
81%28%32%27%24%72%-%100%-%52%92%100%33%23%

a

We are near a Post
118353346-------59238Office

14%12%15%13%12%-%-%-%-%-%-%-%15%15%

Support Royal Mail /
local Post Office / I'm

-10212026-------34135against privatisation
-%7%9%8%7%-%-%-%-%-%-%-%9%8%

Our chosen provider is
fast enough for our

215151418----22-3591needs
34%10%6%5%5%-%-%-%-%52%92%-%9%6%

ab

Convenience / easier /
-10161416-------2889suits our needs
-%7%7%6%4%-%-%-%-%-%-%-%7%6%

Our chosen provider is
safe enough for our

210161415----22-2881needs
34%7%7%6%4%-%-%-%-%52%92%-%7%5%

a

Happy / satisfied with
the service from current

*8111317-----*-1874provider
1%5%5%5%4%-%-%-%-%-%8%-%5%5%

Unaware of other
-511913-------1856providers
-%3%5%4%4%-%-%-%-%-%-%-%5%3%

Not considered / haven't
thought about it / no
time / it's not my

-9927-------541decision
-%6%4%1%2%-%-%-%-%-%-%-%1%3%

abb

Our customers prefer our
-2669----2--1339chosen provider
-%2%3%2%2%-%-%-%-%52%-%-%3%2%

No need to change - no
demand / requirement to

-1355-------537change
-%*%1%2%1%-%-%-%-%-%-%-%1%2%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
92573363214153-213235181967Unweighted total
7146228247378*-**42*3961624Weighted total

Don't know enough about
what other providers

-2377-------832offer
-%2%1%3%2%-%-%-%-%-%-%-%2%2%

Others more expensive
than our current

-6442----2--1328providers
-%4%2%2%1%-%-%-%-%47%-%-%3%2%

abc

Don't know enough about
other providers and

-2313*--*---519their services
-%2%1%1%1%28%-%-%100%-%-%-%1%1%

Other operators do not
provide the service I

**533----*--714need
4%*%2%1%1%-%-%-%-%1%-%-%2%1%

Always been with them /
-1122--------13always use them
-%1%*%1%*%-%-%-%-%-%-%-%-%1%

Other providers don't
pick up mail in this

-1131-------412area
-%1%1%1%*%-%-%-%-%-%-%-%1%1%

Mainly doing it
electronically / on the

--2*---------9internet
-%-%1%*%-%-%-%-%-%-%-%-%-%1%

Other providers could
not deliver to all the

-4111-------38areas we need
-%2%*%1%*%-%-%-%-%-%-%-%1%1%

ac

--2-4--------7Close to a post box
-%-%1%-%1%-%-%-%-%-%-%-%-%*%

----*--------*Loyalty
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-*111-------*4the monopoly
-%*%*%*%*%-%-%-%-%-%-%-%*%*%

Effort involved in
switching outweighs the

-77912-------1240benefit
-%5%3%4%3%-%-%-%-%-%-%-%3%2%

-3223-------412No reason
-%2%1%1%1%-%-%-%-%-%-%-%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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
92573363214153-213235181967Unweighted total
7146228247378*-**42*3961624Weighted total

-8338----2--940Other
-%5%1%1%2%-%-%-%-%47%-%-%2%2%

abc

-771927-------2087Don't know
-%5%3%8%7%-%-%-%-%-%-%-%5%5%

cc
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
291309971870220262816691261311961967Unweighted total
239849415301401824314598981581624Weighted total

We don't mail large
2207441414126-76521419enough volumes
8%21%5%27%10%6%11%-%16%6%6%13%26%

bbcbc

Our chosen provider is
reliable enough for our

72733734246585*17373151379needs
31%28%39%22%33%29%35%32%38%38%32%32%23%

a

We are near a Post
*133*23821138-*212117238Office
*%13%*%16%15%6%15%-%*%22%21%11%15%

badadd

Support Royal Mail /
local Post Office / I'm

-77-13518313*45817135against privatisation
-%8%-%9%13%18%5%20%9%6%8%11%8%

ba

Our chosen provider is
fast enough for our

*6378411225*77131291needs
*%6%7%6%8%14%10%8%16%7%13%8%6%

ac

Convenience / easier /
*565847-21*299889suits our needs
*%6%5%6%5%-%9%24%4%9%9%5%6%

Our chosen provider is
safe enough for our

*5767512119-5810981needs
*%6%6%5%9%3%8%-%12%8%10%5%5%

Happy / satisfied with
the service from current

54412626112-*46774provider
23%4%13%4%4%3%5%-%*%5%7%5%5%

ad

Unaware of other
-38-566*12-1511156providers
-%4%-%4%4%*%5%-%3%5%1%7%3%

bb

Not considered / haven't
thought about it / no
time / it's not my

225437**4-121*41decision
8%3%4%2%*%1%2%-%2%2%1%*%3%

a
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
291309971870220262816691261311961967Unweighted total
239849415301401824314598981581624Weighted total

Our customers prefer our
*234366-9-*37439chosen provider
*%2%4%2%4%-%4%-%1%3%7%3%2%

d

No need to change - no
demand / requirement to

2115322-3-1-*437change
8%1%5%2%1%-%1%-%1%-%*%3%2%

a

Don't know enough about
what other providers

-192302*6--*4432offer
-%2%2%2%2%1%2%-%-%*%4%2%2%

c

Others more expensive
than our current

2147213-12-632328providers
10%1%7%1%2%-%5%-%13%3%2%2%2%

aabc

Don't know enough about
other providers and

-9*19**5-21*219their services
-%1%*%1%*%2%2%-%5%1%*%1%1%

abc

Other operators do not
provide the service I

294101-6*42-114need
10%1%4%1%1%-%2%24%8%2%-%*%1%

aabc

Always been with them /
-5-13--------13always use them
-%*%-%1%-%-%-%-%-%-%-%-%1%

Other providers don't
pick up mail in this

-7211113--11112area
-%1%2%1%*%4%1%-%-%1%1%1%1%

Mainly doing it
electronically / on the

-218--------9internet
-%*%1%1%-%-%-%-%-%-%-%-%1%

Other providers could
not deliver to all the

-7-8-*3-2--28areas we need
-%1%-%1%-%*%1%-%4%-%-%1%1%

bc
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
291309971870220262816691261311961967Unweighted total
239849415301401824314598981581624Weighted total

-5-7--------7Close to a post box
-%1%-%*%-%-%-%-%-%-%-%-%*%

-*-*--------*Loyalty
-%*%-%*%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-2-4*------*4the monopoly
-%*%-%*%*%-%-%-%-%-%-%*%*%

Effort involved in
switching outweighs the

134338426-156*40benefit
5%3%3%2%3%9%3%-%2%5%6%*%2%

aa

2821031*-*21112No reason
8%1%2%1%2%5%*%-%*%2%1%1%1%

a

219931317-341340Other
8%2%9%2%2%7%3%-%6%4%1%2%2%

a

*5948211*7-2171187Don't know
*%6%5%5%8%1%3%-%4%1%7%7%5%

acc
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-16111703771034261612576441967Unweighted total
-868632679131189863301624Weighted total

We don't mail large
-1818443339*821419enough volumes
-%21%21%16%3%12%1%8%4%4%26%

ab

Our chosen provider is
reliable enough for our

-172336347902372910379needs
-%20%27%24%51%29%25%37%46%35%23%

a

We are near a Post
-1310846114821498238Office
-%15%12%17%12%16%25%15%15%26%15%

b

Support Royal Mail /
local Post Office / I'm

-56729232-42-135against privatisation
-%6%8%11%2%10%-%4%3%-%8%

b

Our chosen provider is
fast enough for our

-35871425-159591needs
-%3%7%3%15%8%-%15%14%18%6%

aa

Convenience / easier /
-35018423-115289suits our needs
-%3%6%7%5%7%-%11%8%7%6%

Our chosen provider is
safe enough for our

-35151021-119481needs
-%4%6%2%11%7%-%12%14%12%5%

a

Happy / satisfied with
the service from current

-104119612163274provider
-%11%5%7%7%4%8%6%6%6%5%

b

Unaware of other
-53615216*22*56providers
-%6%4%6%3%5%1%2%4%*%3%

Not considered / haven't
thought about it / no
time / it's not my

-323523-22-41decision
-%3%3%2%2%1%-%2%3%-%3%

Our customers prefer our
-320668132139chosen provider
-%3%2%2%7%3%8%3%3%3%2%

a
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-16111703771034261612576441967Unweighted total
-868632679131189863301624Weighted total

No need to change - no
demand / requirement to

-413414111*37change
-%5%1%2%1%1%8%1%2%*%2%

ab

Don't know enough about
what other providers

-217626-22*32offer
-%2%2%2%2%2%-%2%3%1%2%

Others more expensive
than our current

-213559*53328providers
-%3%1%2%6%3%4%5%4%8%2%

Don't know enough about
other providers and

-*7223-22-19their services
-%1%1%1%2%1%-%2%3%-%1%

Other operators do not
provide the service I

-47434-12*14need
-%4%1%2%3%1%-%1%4%1%1%

b

Always been with them /
-*43---*--13always use them
-%*%1%1%-%-%-%*%-%-%1%

Other providers don't
pick up mail in this

-*7213**1-12area
-%1%1%1%1%1%6%*%1%-%1%

Mainly doing it
electronically / on the

--2*---2--9internet
-%-%*%*%-%-%-%2%-%-%1%

Other providers could
not deliver to all the

--6113**1-8areas we need
-%-%1%*%1%1%1%1%1%-%1%

--52------7Close to a post box
-%-%1%1%-%-%-%-%-%-%*%

---*------*Loyalty
-%-%-%*%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

-*21-*----4the monopoly
-%*%*%*%-%*%-%-%-%-%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-16111703771034261612576441967Unweighted total
-868632679131189863301624Weighted total

Effort involved in
switching outweighs the

-2338210-3-340benefit
-%3%4%3%2%3%-%3%-%9%2%

b

-*101-42---12No reason
-%*%1%*%-%1%24%-%-%-%1%

-114656*55140Other
-%2%2%2%5%2%4%6%7%4%2%

-45712317*4*187Don't know
-%5%7%5%3%6%2%4%*%4%5%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13860104044978112152108363326-1147162951967Unweighted total

5580766326536895267258240-594852101624Weighted total

We don't mail large
-1251593789190-103518-128232419enough volumes
-%22%21%11%17%21%-%14%13%7%-%20%17%15%26%

cbcaa

Our chosen provider is
reliable enough for our

1156203102157245-298577-1313754379needs
12%27%27%31%29%27%-%43%33%32%-%22%28%26%23%

a

We are near a Post
1711045369121-63642-55937238Office

12%12%14%16%13%14%-%9%14%17%-%8%12%18%15%

cbc

Support Royal Mail /
local Post Office / I'm

*4864314869-32324-24619135against privatisation
1%8%8%10%9%8%-%5%9%10%-%3%10%9%8%

cc

Our chosen provider is
fast enough for our

13545313460-62422-231791needs
11%6%6%9%6%7%-%8%9%9%-%4%6%3%6%

ba

Convenience / easier /
-3347253352-62018-1291789suits our needs
-%6%6%8%6%6%-%9%8%8%-%2%6%8%6%

c

Our chosen provider is
safe enough for our

13542253151-72317-230681needs
11%6%5%8%6%6%-%10%9%7%-%3%6%3%5%

a

Happy / satisfied with
the service from current

12536132736221111-8301374provider
14%4%5%4%5%4%93%4%4%5%-%14%6%6%5%

ab

Unaware of other
-1934152437*2515-522956providers
-%3%4%5%5%4%7%2%2%6%-%9%5%4%3%

b

Not considered / haven't
thought about it / no
time / it's not my

2152051721-453-116741decision
33%3%3%1%3%2%-%5%2%1%-%1%3%3%3%

ab

Our customers prefer our
-181591322-279-311439chosen provider
-%3%2%3%2%2%-%3%3%4%-%6%2%2%2%

ab
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13860104044978112152108363326-1147162951967Unweighted total

5580766326536895267258240-594852101624Weighted total

No need to change - no
demand / requirement to

17105910-253-57837change
21%1%1%2%2%1%-%2%2%1%-%8%1%4%2%

bb

Don't know enough about
what other providers

*121741217-*61-112532offer
5%2%2%1%2%2%-%*%2%*%-%2%2%2%2%

a

Others more expensive
than our current

-811101212-3116-613328providers
-%1%1%3%2%1%-%4%4%2%-%11%3%1%2%

aab

Don't know enough about
other providers and

-69578-141--7*19their services
-%1%1%1%1%1%-%1%1%1%-%-%1%*%1%

a

Other operators do not
provide the service I

*58486-576-37214need
6%1%1%1%1%1%-%8%3%3%-%5%1%1%1%

abab

Always been with them /
-15-34-----*3213always use them
-%*%1%-%1%*%-%-%-%-%-%*%1%1%1%

Other providers don't
pick up mail in this

-57357--33--5212area
-%1%1%1%1%1%-%-%1%1%-%-%1%1%1%

Mainly doing it
electronically / on the

-22-22------2-9internet
-%*%*%-%*%*%-%-%-%-%-%-%*%-%1%

Other providers could
not deliver to all the

-62357--3*-*518areas we need
-%1%*%1%1%1%-%-%1%*%-%1%1%1%1%

a

-45-25------2-7Close to a post box
-%1%1%-%*%1%-%-%-%-%-%-%*%-%*%

--*--*--------*Loyalty
-%-%*%-%-%*%-%-%-%-%-%-%-%-%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
13860104044978112152108363326-1147162951967Unweighted total

5580766326536895267258240-594852101624Weighted total

There aren't any others
in this area / no
competition - they have

-22*12-***--1-4the monopoly
-%*%*%*%*%*%-%*%*%*%-%-%*%-%*%

Effort involved in
switching outweighs the

-2226101533-*86-315840benefit
-%4%3%3%3%4%-%*%3%2%-%5%3%4%2%

-4104510-*22-*5112No reason
-%1%1%1%1%1%-%*%1%1%-%*%1%*%1%

-101561713-4310-116740Other
-%2%2%2%3%1%-%7%1%4%-%1%3%4%2%

abb

-3742162258-11413-3201087Don't know
-%6%5%5%4%6%-%2%6%5%-%4%4%5%5%

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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
55144384197358762502133161967Unweighted total
37112658071625431781392151624Weighted total

We don't mail large
**2313014054142224419enough volumes

18%4%22%11%22%20%22%9%8%16%11%26%

acdc

Our chosen provider is
reliable enough for our

-3411148188618503375379needs
-%49%32%43%25%26%25%43%28%24%35%23%

bceb

We are near a Post
22-3699444331530238Office

61%23%-%11%12%13%16%10%19%11%14%15%

b

Support Royal Mail /
local Post Office / I'm

---1466113151315135against privatisation
-%-%-%4%8%9%2%7%8%9%7%8%

Our chosen provider is
fast enough for our

---*3146241582191needs
-%-%-%*%5%6%6%10%9%6%10%6%

Convenience / easier /
--*23743*41782189suits our needs
-%-%2%9%6%6%1%10%9%6%10%6%

eee

Our chosen provider is
safe enough for our

---23442151661881needs
-%-%-%6%6%6%5%12%9%5%8%5%

b

Happy / satisfied with
the service from current

--22263711671274provider
-%-%15%8%4%5%3%2%3%5%5%5%

Unaware of other
*--*2133231061256providers
9%-%-%*%4%5%9%7%5%5%5%3%

Not considered / haven't
thought about it / no
time / it's not my

---*18161333541decision
-%-%-%*%3%2%4%6%2%2%2%3%

c

Our customers prefer our
--2219172295439chosen provider
-%-%16%6%3%2%7%4%5%3%2%2%

aa
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
55144384197358762502133161967Unweighted total
37112658071625431781392151624Weighted total

No need to change - no
demand / requirement to

----59**21537change
-%-%-%-%1%1%2%1%1%1%2%2%

Don't know enough about
what other providers

--1-1117**21832offer
-%-%10%-%2%2%1%1%1%*%4%2%

b

Others more expensive
than our current

*2-38111318528providers
11%23%-%11%1%2%3%7%1%6%2%2%

acac

Don't know enough about
other providers and

----68*112*19their services
-%-%-%-%1%1%*%1%1%1%*%1%

Other operators do not
provide the service I

*-*-57*342414need
2%-%3%-%1%1%*%8%2%1%2%1%

abce

Always been with them /
----25-----13always use them
-%-%-%-%*%1%-%-%-%-%-%1%

Other providers don't
pick up mail in this

---147--21312area
-%-%-%4%1%1%-%-%1%1%2%1%

Mainly doing it
electronically / on the

---*22-----9internet
-%-%-%*%*%*%-%-%-%-%-%1%

Other providers could
not deliver to all the

----62--*228areas we need
-%-%-%-%1%*%-%-%*%2%1%1%

a

----45-----7Close to a post box
-%-%-%-%1%1%-%-%-%-%-%*%

-----------*Loyalty
-%-%-%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

---122-**-*4the monopoly
-%-%-%4%*%*%-%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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
55144384197358762502133161967Unweighted total
37112658071625431781392151624Weighted total

Effort involved in
switching outweighs the

---*2226**56840benefit
-%-%-%*%4%4%1%1%3%4%4%2%

--**410--21312No reason
-%-%1%*%1%1%-%-%1%1%1%1%

-2-*11151361340Other
-%23%-%*%2%2%2%6%3%1%1%2%

ab

---139451114121187Don't know
-%-%-%4%7%6%3%2%8%9%5%5%

d
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1699209471662140917771037190714071772136917481967Unweighted total
139416634134812791438828156211151418105213961624Weighted total

We don't mail large
380349353-65345173394218337226331419enough volumes

27%21%27%26%-%23%24%21%25%20%24%21%24%26%

abddd

Our chosen provider is
reliable enough for our

334254328-69355196371296362300360379needs
24%15%13%24%-%25%25%24%24%27%26%29%26%23%

ae

We are near a Post
202352211-46215138234176207154201238Office

15%21%5%16%-%16%15%17%15%16%15%15%14%15%

bb

Support Royal Mail /
local Post Office / I'm

116192125-26122721269011677114135against privatisation
8%11%5%9%-%9%8%9%8%8%8%7%8%8%

Our chosen provider is
fast enough for our

817*81-128736886489668991needs
6%4%1%6%-%4%6%4%6%6%6%6%6%6%

Convenience / easier /
71143781157962886381627889suits our needs

5%8%8%6%100%5%6%8%6%6%6%6%6%6%

b

Our chosen provider is
safe enough for our

746-76-147737806278637881needs
5%4%-%6%-%5%5%5%5%6%6%6%6%5%

Happy / satisfied with
the service from current

624161-146444745061496174provider
4%3%3%4%-%5%4%5%5%5%4%5%4%5%

Unaware of other
497242-95234544053415356providers

4%4%6%3%-%3%4%4%3%4%4%4%4%3%

Not considered / haven't
thought about it / no
time / it's not my

352-33-143925412938303841decision
3%1%-%2%-%5%3%3%3%3%3%3%3%3%

b

Our customers prefer our
324231-83917393139313939chosen provider

2%2%6%2%-%3%3%2%3%3%3%3%3%2%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1699209471662140917771037190714071772136917481967Unweighted total
139416634134812791438828156211151418105213961624Weighted total

No need to change - no
demand / requirement to

276225-73018372727162737change
2%3%6%2%-%3%2%2%2%2%2%1%2%2%

Don't know enough about
what other providers

267*21-72821313024172432offer
2%4%*%2%-%2%2%3%2%3%2%2%2%2%

b

Others more expensive
than our current

177217-92414261825142528providers
1%4%5%1%-%3%2%2%2%2%2%1%2%2%

bab

Don't know enough about
other providers and

163113-8181219131891819their services
1%2%4%1%-%3%1%1%1%1%1%1%1%1%

ab

Other operators do not
provide the service I

73-8-8139131013111214need
1%2%-%1%-%3%1%1%1%1%1%1%1%1%

ab

Always been with them /
13*-11-1125128115813always use them

1%*%-%1%-%*%1%1%1%1%1%*%1%1%

Other providers don't
pick up mail in this

10*-9-31051291081012area
1%*%-%1%-%1%1%1%1%1%1%1%1%1%

Mainly doing it
electronically / on the

8--8-285886669internet
1%-%-%1%-%1%1%1%1%1%*%1%*%1%

Other providers could
not deliver to all the

62*7-*86888888areas we need
*%1%1%*%-%*%1%1%1%1%1%1%1%1%

7--7--54755557Close to a post box
1%-%-%1%-%-%*%*%*%*%*%*%*%*%

*--*--********Loyalty
*%-%-%*%-%-%*%*%*%*%*%*%*%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1699209471662140917771037190714071772136917481967Unweighted total
139416634134812791438828156211151418105213961624Weighted total

There aren't any others
in this area / no
competition - they have

3113-142424244the monopoly
*%*%2%*%-%*%*%*%*%*%*%*%*%*%

a

Effort involved in
switching outweighs the

334*32-64019402839303840benefit
2%3%1%2%-%2%3%2%3%2%3%3%3%2%

12--12-110711101291212No reason
1%-%-%1%-%1%1%1%1%1%1%1%1%1%

296227-53122372229222640Other
2%3%6%2%-%2%2%3%2%2%2%2%2%2%

a

767370-127234785371497087Don't know
5%4%10%5%-%4%5%4%5%5%5%5%5%5%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
87710901967--33314611662022762011967Unweighted total
7498751624--25812401201842441881624Weighted total

We don't mail large
220199419--663438162216419enough volumes

29%23%26%-%-%25%28%7%9%8%51%8%26%

aaa

Our chosen provider is
reliable enough for our

156223379--64275375911266379needs
21%25%23%-%-%25%22%31%32%44%39%35%23%

bb

We are near a Post
115122238--2718921204-17238Office

15%14%15%-%-%11%15%18%11%17%-%9%15%

cc

Support Royal Mail /
local Post Office / I'm

7856135--131111022-4135against privatisation
10%6%8%-%-%5%9%8%1%10%-%2%8%

ac

Our chosen provider is
fast enough for our

444791--107010182-1991needs
6%5%6%-%-%4%6%8%10%7%-%10%6%

Convenience / easier /
444689--11735172-1789suits our needs

6%5%6%-%-%4%6%4%10%8%-%9%6%

Our chosen provider is
safe enough for our

374481--6631015--1581needs
5%5%5%-%-%2%5%8%8%-%-%8%5%

cc

Happy / satisfied with
the service from current

264874--10559142-1774provider
3%5%5%-%-%4%4%8%8%9%-%9%5%

b

Unaware of other
183756--133482**256providers

2%4%3%-%-%5%3%7%1%1%7%1%3%

bbb

Not considered / haven't
thought about it / no
time / it's not my

103141--72598--641decision
1%4%3%-%-%3%2%8%4%-%-%3%3%

bbc

Our customers prefer our
201939--43147*-739chosen provider

3%2%2%-%-%2%2%4%4%1%-%4%2%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
87710901967--33314611662022762011967Unweighted total
7498751624--25812401201842441881624Weighted total

No need to change - no
demand / requirement to

191837--727351-637change
2%2%2%-%-%3%2%3%2%4%-%3%2%

Don't know enough about
what other providers

72532--82223--232offer
1%3%2%-%-%3%2%2%2%-%-%1%2%

b

Others more expensive
than our current

101828--617573-928providers
1%2%2%-%-%2%1%4%4%12%-%5%2%

b

Don't know enough about
other providers and

31619--61043--319their services
*%2%1%-%-%2%1%3%2%-%-%2%1%

bbb

Other operators do not
provide the service I

7714--3925--414need
1%1%1%-%-%1%1%2%3%-%-%2%1%

Always been with them /
8513--1111*--*13always use them
1%1%1%-%-%*%1%1%*%-%-%*%1%

Other providers don't
pick up mail in this

5712--1912**212area
1%1%1%-%-%1%1%1%1%*%2%1%1%

Mainly doing it
electronically / on the

459--36-2--19internet
1%1%1%-%-%1%*%-%1%-%-%*%1%

Other providers could
not deliver to all the

448--251**-*8areas we need
1%*%1%-%-%1%*%1%*%*%-%*%1%

267--26-----7Close to a post box
*%1%*%-%-%1%*%-%-%-%-%-%*%

-**---*-----*Loyalty
-%*%*%-%-%-%*%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

134--*3-----4the monopoly
*%*%*%-%-%*%*%-%-%-%-%-%*%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acbab*a*baSignificance Level: 95%
87710901967--33314611662022762011967Unweighted total
7498751624--25812401201842441881624Weighted total

Effort involved in
switching outweighs the

192140--92836--640benefit
3%2%2%-%-%3%2%3%3%-%-%3%2%

6612--48*2--212No reason
1%1%1%-%-%1%1%*%1%-%-%1%1%

202040--8294142-1540Other
3%2%2%-%-%3%2%3%8%7%-%8%2%

365187--156939*-987Don't know
5%6%5%-%-%6%6%2%5%1%-%5%5%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
1193120794111179419764133443301967Unweighted total

62148736406612351946111221624Weighted total

We don't mail large
211256993315225419enough volumes
34%8%29%18%24%14%26%9%6%12%19%21%26%

acacacadcd

Our chosen provider is
reliable enough for our

17423111525617820239379needs
28%26%26%30%39%38%52%47%41%43%14%32%23%

babb

We are near a Post
123104514*10311119238Office
20%21%12%12%13%21%2%28%17%24%13%16%15%

bbbbda

Support Royal Mail /
local Post Office / I'm

3324151213*9135against privatisation
5%23%2%11%3%8%9%6%6%7%3%7%8%

bdb

Our chosen provider is
fast enough for our

224225*3331791needs
4%16%5%5%6%8%2%9%14%7%11%6%6%

abda

Convenience / easier /
1-7222*1*2*689suits our needs
2%-%8%6%4%3%2%4%1%3%3%5%6%

d

Our chosen provider is
safe enough for our

416339*2331981needs
7%8%6%8%7%13%2%6%14%6%11%8%5%

abc

Happy / satisfied with
the service from current

123223-2122874provider
2%12%4%6%5%5%-%5%7%3%19%6%5%

bdac

Unaware of other
3*3221*111*456providers
5%*%3%6%4%1%*%2%4%2%1%3%3%

Not considered / haven't
thought about it / no
time / it's not my

1-2***----*241decision
2%-%3%*%*%*%-%-%-%-%1%2%3%

Our customers prefer our
*-12*-*1-1-139chosen provider
*%-%1%6%*%-%1%3%-%3%-%1%2%

bdc
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
1193120794111179419764133443301967Unweighted total

62148736406612351946111221624Weighted total

No need to change - no
demand / requirement to

2-21*2*2*2*337change
4%-%3%4%*%3%*%6%*%5%*%2%2%

d

Don't know enough about
what other providers

**1-**-****132offer
*%*%2%-%1%*%-%*%1%*%1%*%2%

Others more expensive
than our current

*-211*1*211428providers
*%-%3%3%3%*%8%*%11%2%10%3%2%

acacac

Don't know enough about
other providers and

1*2**1--**1219their services
1%*%2%1%*%2%-%-%1%*%10%1%1%

acd

Other operators do not
provide the service I

*-*******1-114need
1%-%*%*%1%1%2%1%2%1%-%1%1%

Always been with them /
--**-*----**13always use them
-%-%*%1%-%1%-%-%-%-%*%*%1%

Other providers don't
pick up mail in this

-1*-11--1--112area
-%7%*%-%2%1%-%-%5%-%-%1%1%

abdac

Mainly doing it
electronically / on the

------------9internet
-%-%-%-%-%-%-%-%-%-%-%-%1%

Other providers could
not deliver to all the

-1*-*-*--*-18areas we need
-%8%*%-%1%-%2%-%-%1%-%1%1%

abdc

------------7Close to a post box
-%-%-%-%-%-%-%-%-%-%-%-%*%

------------*Loyalty
-%-%-%-%-%-%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

*-*********14the monopoly
*%-%*%1%1%*%2%1%2%1%3%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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
1193120794111179419764133443301967Unweighted total

62148736406612351946111221624Weighted total

Effort involved in
switching outweighs the

2*5223*1111640benefit
4%1%5%6%5%5%2%2%3%1%12%5%2%

c

***--*-*****12No reason
*%1%*%-%-%1%-%1%1%1%1%*%1%

1-11*2*111*240Other
2%-%1%3%*%3%*%3%5%2%*%2%2%

2*7*231224*487Don't know
4%1%8%1%6%4%11%5%11%8%1%4%5%

aaa
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
111123176136109142133146468331062841967Unweighted total
10514416016211111794104209441252491624Weighted total

We don't mail large
36274335383421245763858419enough volumes
35%19%27%22%34%29%22%23%27%14%31%23%26%

acefikacfikk

Our chosen provider is
reliable enough for our

263748422115212256212249379needs
25%26%30%26%19%12%23%21%27%48%18%20%23%

ggabghgggagabdefghijk

l

We are near a Post
2224282617111283322430238Office
21%17%17%16%15%9%13%8%16%4%19%12%15%

acegeegeeegceg

Support Royal Mail /
local Post Office / I'm

815719611971221128135against privatisation
7%10%5%12%6%9%9%7%6%5%9%11%8%

djdj

Our chosen provider is
fast enough for our

541177212118131991needs
5%3%7%4%6%2%1%2%5%18%10%8%6%

fgffefgkadefghijklefgk

Convenience / easier /
74110668810272089suits our needs
7%3%1%6%6%5%8%7%5%4%6%8%6%

jjjjjjjjj

Our chosen provider is
safe enough for our

44868-23148141181needs
4%3%5%4%7%-%2%3%7%17%11%4%5%

ggggggfgadefgijklaefgikg

Happy / satisfied with
the service from current

4123635458461374provider
4%8%2%3%3%5%4%5%4%10%5%5%5%

jj

Unaware of other
*4592133857756providers
*%3%3%6%2%1%4%3%4%12%6%3%3%

gllladeghjklgl

Not considered / haven't
thought about it / no
time / it's not my

24234453522741decision
2%3%1%2%3%3%5%3%2%5%2%3%3%

Our customers prefer our
2-94-4-33-21239chosen provider
2%-%5%2%-%3%-%3%2%-%2%5%2%

dfhkfkdfhk
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
111123176136109142133146468331062841967Unweighted total
10514416016211111794104209441252491624Weighted total

No need to change - no
demand / requirement to

177222*16-5237change
1%5%4%1%2%2%*%1%3%-%4%1%2%

aefafaaf

Don't know enough about
what other providers

-42182252-2632offer
-%3%1%*%7%2%2%4%1%-%1%2%2%

abdgijldil

Others more expensive
than our current

1-16462-4*2228providers
1%-%*%4%4%5%2%-%2%1%2%1%2%

aejkaejkadejkl

Don't know enough about
other providers and

-131-4223--119their services
-%1%2%1%-%4%3%2%2%-%-%*%1%

abhlaa

Other operators do not
provide the service I

-1*24-221-*214need
-%1%*%1%4%-%2%2%*%-%*%1%1%

adgjld

Always been with them /
32--*2-11-2213always use them
2%2%-%-%*%2%-%1%*%-%2%1%1%

djd

Other providers don't
pick up mail in this

11*122-*1*-312area
1%*%*%1%1%2%-%*%*%1%-%1%1%

Mainly doing it
electronically / on the

-1-22*1*--229internet
-%*%-%1%1%*%1%*%-%-%1%1%1%

dddd

Other providers could
not deliver to all the

1--2-*--1--48areas we need
1%-%-%1%-%*%-%-%1%-%-%2%1%

4-----*----37Close to a post box
3%-%-%-%-%-%*%-%-%-%-%1%*%

degijkd

-----*------*Loyalty
-%-%-%-%-%*%-%-%-%-%-%-%*%

There aren't any others
in this area / no
competition - they have

--*1---11-*-4the monopoly
-%-%*%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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
111123176136109142133146468331062841967Unweighted total
10514416016211111794104209441252491624Weighted total

Effort involved in
switching outweighs the

-142-6169-5740benefit
-%*%3%1%-%5%1%5%4%-%4%3%2%

hklfhiklhklhl

1-1--2-6*--212No reason
1%-%*%-%-%2%-%6%*%-%-%1%1%

dabdfhijkl

61225271323540Other
6%*%1%1%5%2%7%1%2%4%3%2%2%

deijkkadegijk

199751146103101187Don't know
1%7%6%5%5%10%5%5%5%6%8%5%5%

lladll
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4103877474231967Unweighted total
4093914064181624Weighted total

We don't mail large
106108102103419enough volumes

26%28%25%25%26%

Our chosen provider is
reliable enough for our

111779992379needs
27%20%24%22%23%

c

We are near a Post
74545356238Office
18%14%13%13%15%

b

Support Royal Mail /
local Post Office / I'm

30362841135against privatisation
7%9%7%10%8%

Our chosen provider is
fast enough for our

1916154191needs
5%4%4%10%6%

bcd

Convenience / easier /
1323262889suits our needs

3%6%6%7%6%

dd

Our chosen provider is
safe enough for our

1713193281needs
4%3%5%8%5%

bcd

Happy / satisfied with
the service from current

1915172374provider
5%4%4%6%5%

Unaware of other
913141956providers
2%3%3%5%3%

Not considered / haven't
thought about it / no
time / it's not my

810121141decision
2%3%3%3%3%

Our customers prefer our
11861539chosen provider

3%2%2%3%2%

b

No need to change - no
demand / requirement to

1577737change
4%2%2%2%2%

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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4103877474231967Unweighted total
4093914064181624Weighted total

Don't know enough about
what other providers

5118832offer
1%3%2%2%2%

Others more expensive
than our current

1166528providers
*%4%1%1%2%

abd

Don't know enough about
other providers and

568119their services
1%1%2%*%1%

aa

Other operators do not
provide the service I

164214need
*%2%1%1%1%

Always been with them /
522413always use them
1%1%*%1%1%

Other providers don't
pick up mail in this

251412area
1%1%*%1%1%

Mainly doing it
electronically / on the

13139internet
*%1%*%1%1%

Other providers could
not deliver to all the

12148areas we need
*%*%*%1%1%

4-*37Close to a post box
1%-%*%1%*%

bb

-*--*Loyalty
-%*%-%-%*%

There aren't any others
in this area / no
competition - they have

*12*4the monopoly
*%*%1%*%*%

Effort involved in
switching outweighs the

58161240benefit
1%2%4%3%2%

d

126212No reason
*%1%2%*%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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
4103877474231967Unweighted total
4093914064181624Weighted total

99111140Other
2%2%3%3%2%

2024202487Don't know
5%6%5%6%5%
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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 who have not considered trying another postal provider (QS4=3)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

303376278327477113010451093Yes
63%66%65%61%47%59%62%61%58%54%55%

aaaaa

181741179364334721875907No
37%34%35%39%53%41%38%39%42%46%45%

bcdee
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

52605692588831121867838158671151093Yes
59%61%55%54%53%50%56%57%48%58%53%58%52%55%

eehj

363846787778188138842713948105907No
41%39%45%46%47%50%44%43%52%42%47%42%48%45%

lllm
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

101992241851405882531711623101191093Yes
49%55%53%55%54%62%45%54%60%49%57%48%55%

bfhff

106802210697351533127378247520907No
51%45%47%45%46%38%55%46%40%51%43%52%45%

agbdg
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

2251926594210511093Yes
52%66%53%33%56%55%

acb

2089858484823907No
48%34%47%67%44%45%

bba
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

167474452151078*-**1141529261093Yes
55%60%50%39%55%100%-%41%13%15%45%57%55%55%

ajjj

13831645323884--*2417115769907No
45%40%50%61%45%-%-%59%87%85%55%43%45%45%

babi
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

*211018306497012603297124126591093Yes
100%52%40%61%67%56%58%59%60%54%58%59%61%55%

dddd

-227923464488175280507291429907No
-%48%60%39%33%44%42%41%40%46%42%41%39%45%

acef
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

8110157183254*-**2253201093Yes
71%63%55%61%56%56%-%44%100%31%26%49%55%55%

c

365127115196*-*-455266907No
29%37%45%39%44%44%-%56%-%69%74%51%45%45%

d
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

416701439501051021223797751171093Yes
76%58%56%54%61%41%52%36%44%57%54%56%55%

aabdd

134941127946614199348736491907No
24%42%44%46%39%59%48%64%56%43%46%44%45%

bccac
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

280612211105224119472301093Yes
100%66%61%62%51%56%60%53%53%49%55%

-423971291021787836432907No
-%34%39%38%49%44%40%47%47%51%45%
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

4393533244387626457193217-503581651093Yes
81%57%59%54%58%60%98%47%52%55%-%55%60%60%55%

c

1299374204281419*63178177-41243112907No
19%43%41%46%42%40%2%53%48%45%-%45%40%40%45%

a
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

512152439150029421521151671093Yes
47%61%95%65%57%58%57%56%56%56%57%55%

67113298360223312289125907No
53%39%5%35%43%42%43%44%44%44%43%45%
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

84815233841221599561210588009927659771093Yes
54%59%62%54%38%55%56%58%55%57%57%58%57%55%

e

731105207263178769447862611761547747907No
46%41%38%46%62%45%44%42%45%43%43%42%43%45%

b
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

-10938756014825273210419347101941093Yes
-%100%54%61%57%79%50%54%55%54%81%51%55%

bab

907-749381116773989159402183907No
100%-%46%39%43%21%50%46%45%46%19%49%45%

acc
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

294852530481127203814911093Yes
40%30%76%53%60%58%54%56%58%55%80%60%55%

acdcdacd

43112722203410221431361907No
60%70%24%47%40%42%46%44%42%45%20%40%45%

ababbbbb
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

629410011469101626515237901491093Yes
48%51%54%55%48%67%53%53%58%65%58%52%55%

adefhijklhl

68898795734954581102065140907No
52%49%46%45%52%33%47%47%42%35%42%48%45%

dggggdggggg

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 212  (continuation)                                                                                                                                                  Page 3735

QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

2562832782751093Yes
51%57%56%55%55%

244217222225907No
49%43%44%45%45%
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QF4. Over the last 12 months, has your organisation moved some post to other communication methods?
Base: All respondents

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
53335618031429040611897551045Unweighted total
181741179364334721875907Weighted total

We have already moved
everything that is

89217814210127342352possible to move
44%56%51%44%39%31%27%30%33%39%39%

e

Happy with sending
52631636124152158things by post

29%12%14%18%17%17%14%21%17%17%17%

32719507125132139No reason
17%14%16%11%14%22%18%24%22%15%15%

aa

We prefer to send things
***11322**15658to customers by post
1%2%1%6%9%7%7%6%7%6%6%

ce

*112262**15355Not considered this
2%4%3%1%7%6%6%6%6%6%6%

b

No need - do not have a
-235211*-*4646large volume of mail
-%9%7%3%6%2%5%-%2%5%5%

ebe

No alternative media
2153161*-*3031that would meet my needs

11%4%11%2%4%2%6%-%2%3%3%

bab

Do not use computers /
only one that uses a

---67*--*2727computer
-%-%-%4%2%*%-%-%*%3%3%

be

There is no pressure
from customers for us to

*--*14***-2121move
*%-%-%*%4%1%3%1%-%2%2%

bbb

*--431***1112Reliability / trust
*%-%-%2%1%2%1%3%1%1%1%

Customers are unwilling
*-143****1111to give email addresses
1%-%2%2%1%1%2%2%1%1%1%

--332*--*99Cost
-%-%7%2%1%1%-%-%1%1%1%

a

Time or extra admin
*--16***-77required
1%-%-%1%2%*%3%1%-%1%1%

b
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
53335618031429040611897551045Unweighted total
181741179364334721875907Weighted total

*--23*-**77Hassle of moving
1%-%-%1%1%1%-%2%1%1%1%

Need to send hard copies
/ keep hard copies of

-*-221--166everything we send
-%1%-%1%*%2%-%-%2%1%1%

a

---33*--*56Other media ineffective
-%-%-%2%1%*%-%-%*%1%1%

Planning to do so in the
--*-3**-*33future
-%-%*%-%1%1%2%-%1%*%*%

a

Contracted with postal
provider / franking

---1-*-*-22machine
-%-%-%1%-%1%-%3%-%*%*%

ab

The unreliability of
---*-*--**1email address lists
-%-%-%*%-%1%-%-%2%*%*%

aa

Lack of information
about products and costs

-----------by other providers
-%-%-%-%-%-%-%-%-%-%-%

1**11141*-13233Other
4%1%*%6%4%3%6%-%3%4%4%

c

*2*723*122325Don't know
1%10%*%4%1%8%8%8%8%3%3%

aceaaaaa
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
110112140683686873124772512339861045Unweighted total

363846787778188138842713948105907Weighted total

We have already moved
everything that is

10162030626362955268691543352possible to move
28%42%44%39%33%44%33%40%31%29%49%31%41%39%

mmmmegijm

Happy with sending
9871341916172994181112158things by post

25%21%15%17%24%20%19%21%10%13%13%23%11%17%

acejkaee

5271241713102015315824139No reason
15%6%14%16%22%16%11%14%18%12%11%17%23%15%

lllcllllcl

We prefer to send things
23349544715761158to customers by post
6%8%7%6%6%5%5%5%1%20%5%13%10%6%

eee

43246448107281155Not considered this
11%9%4%6%5%5%10%7%9%6%6%3%1%6%

ajkaaaa

No need - do not have a
33139-4278372746large volume of mail
8%7%3%5%-%5%2%5%10%10%5%4%6%5%

iigiki

No alternative media
*1426222103-21431that would meet my needs
1%2%8%3%2%2%2%7%4%-%1%2%4%3%

cjlmcjm

Do not use computers /
only one that uses a

13122-362333-327computer
3%7%2%3%-%4%6%1%3%10%2%-%3%3%

fijki

There is no pressure
from customers for us to

**-20--533-33421move
1%1%-%3%-%-%5%2%3%-%2%6%4%2%

kkhikk

2119-2*1222--12Reliability / trust
4%2%1%1%-%3%*%1%2%6%1%-%-%1%

j

Customers are unwilling
1*192-12---2211to give email addresses
3%*%2%1%2%-%1%2%-%-%-%4%2%1%

cc

1*-8--133-*-19Cost
2%1%-%1%-%-%1%2%3%-%*%-%1%1%

k

Time or extra admin
--*7132---*-17required
-%-%1%1%1%4%2%-%-%-%*%-%1%1%

cfjlm
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dcbaSignificance Level: 95%
110112140683686873124772512339861045Unweighted total

363846787778188138842713948105907Weighted total

***6-*3-*-2-17Hassle of moving
1%1%1%1%-%*%3%-%*%-%1%-%1%1%

fj

Need to send hard copies
/ keep hard copies of

1**5-2---*3--6everything we send
3%*%*%1%-%2%-%-%-%1%2%-%-%1%

j

1**4--3---1--6Other media ineffective
3%1%1%*%-%-%3%-%-%-%1%-%-%1%

jj

Planning to do so in the
**-3-1*----2-3future
*%*%-%*%-%1%*%-%-%-%-%4%-%*%

cfjk

Contracted with postal
provider / franking

---2-1----1--2machine
-%-%-%*%-%2%-%-%-%-%1%-%-%*%

The unreliability of
--**--*-*----1email address lists
-%-%1%*%-%-%*%-%*%-%-%-%-%*%

Lack of information
about products and costs

--------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*213154263441133Other
1%4%1%4%7%4%2%4%4%16%3%2%1%4%

km

1*22241515-4*225Don't know
3%1%4%3%5%2%5%1%6%-%3%1%2%3%

fl
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cb*aSignificance Level: 95%
14989629974641759352868827102291045Unweighted total
106802210697351533127378247520907Weighted total

We have already moved
everything that is

2632683269147181481407425352possible to move
25%41%40%39%42%34%44%30%51%27%56%24%39%

beeegh

Happy with sending
171424111862645483164158things by post
16%18%19%17%18%11%13%20%10%11%22%21%17%

dd

261133010958934913242139No reason
25%14%14%16%16%16%8%18%17%9%5%9%15%

abbbb

We prefer to send things
9491444192217537358to customers by post
8%6%6%6%5%4%6%6%6%13%9%14%6%

45010441932271*3*55Not considered this
4%6%5%6%5%5%5%10%1%1%4%1%6%

dh

No need - do not have a
640640212*12425-46large volume of mail
6%5%3%6%6%3%2%4%5%7%7%-%5%

No alternative media
52662510321311--31that would meet my needs
4%3%3%4%3%5%6%5%1%6%-%-%3%

bbb

Do not use computers /
only one that uses a

52210176--13212327computer
5%3%5%2%2%-%-%5%2%2%3%15%3%

ah

There is no pressure
from customers for us to

5162186324-33-21move
4%2%1%3%2%6%6%1%-%15%4%-%2%

dehd

1111105--52--*12Reliability / trust
1%1%1%1%1%-%-%2%2%-%-%1%1%

Customers are unwilling
29293-242-1-11to give email addresses
2%1%1%1%1%-%6%2%2%-%1%-%1%

h

45275-13----9Cost
4%1%1%1%1%-%3%1%-%-%-%-%1%

a

Time or extra admin
-7351-1*-2127required
-%1%1%1%*%-%4%*%-%8%1%9%1%

eh
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfed*cb*aSignificance Level: 95%
14989629974641759352868827102291045Unweighted total
106802210697351533127378247520907Weighted total

*7343--3--*17Hassle of moving
*%1%1%1%1%-%-%1%-%-%*%7%1%

Need to send hard copies
/ keep hard copies of

*6-65*-*----6everything we send
*%1%-%1%2%1%-%*%-%-%-%-%1%

e

15242--2--1*6Other media ineffective
1%1%1%1%1%-%-%1%-%-%2%1%1%

Planning to do so in the
*3*3*2-1--*-3future
*%*%*%*%*%4%-%*%-%-%*%-%*%

eh

Contracted with postal
provider / franking

-2*211------2machine
-%*%*%*%*%2%-%-%-%-%-%-%*%

e

The unreliability of
-1-1**------1email address lists
-%*%-%*%*%1%-%-%-%-%-%-%*%

Lack of information
about products and costs

-------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%

42962714411221--33Other
3%4%3%4%4%7%3%5%2%3%-%-%4%

bbb

52142183264*1125Don't know
4%3%2%3%2%6%7%2%5%*%2%3%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
243134651849611045Unweighted total
2089858484823907Weighted total

We have already moved
everything that is

53362577346352possible to move
26%37%44%8%42%39%

ccb

Happy with sending
55247720138158things by post
27%24%13%24%17%17%

aa

39148513126139No reason
19%14%15%16%15%15%

We prefer to send things
1693365258to customers by post

8%9%6%7%6%6%

6440154055Not considered this
3%4%7%18%5%6%

ca

No need - do not have a
4*4293846large volume of mail
2%*%7%10%5%5%

bca

No alternative media
9516-3131that would meet my needs
4%5%3%-%4%3%

Do not use computers /
only one that uses a

232120727computer
1%3%4%23%1%3%

ca

There is no pressure
from customers for us to

541151621move
3%4%2%6%2%2%

a

516*1112Reliability / trust
2%1%1%*%1%1%

Customers are unwilling
5*63811to give email addresses
2%*%1%3%1%1%

2*7189Cost
1%*%1%1%1%1%

Time or extra admin
314267required
1%1%1%2%1%1%

313*77Hassle of moving
1%1%1%*%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
243134651849611045Unweighted total
2089858484823907Weighted total

Need to send hard copies
/ keep hard copies of

114-66everything we send
1%1%1%-%1%1%

311-66Other media ineffective
2%1%*%-%1%1%

a

Planning to do so in the
**3123future
*%*%1%1%*%*%

Contracted with postal
provider / franking

-11-22machine
-%1%*%-%*%*%

The unreliability of
*-1-11email address lists
*%-%*%-%*%*%

Lack of information
about products and costs

------by other providers
-%-%-%-%-%-%

861923133Other
4%6%3%2%4%4%

821422325Don't know
4%2%2%2%3%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
210397438351010--234261758351045Unweighted total
13831645323884--*2417115769907Weighted total

We have already moved
everything that is

4911119211341---*4738303352possible to move
36%35%42%47%39%-%-%-%10%100%41%33%39%39%

b

Happy with sending
3865543155---2-235120158things by post
28%21%12%15%17%-%-%-%79%-%10%30%16%17%

abaai

1459663136-----311125139No reason
10%19%15%13%15%-%-%-%-%-%18%9%16%15%

cbb

We prefer to send things
122125256--*2--104658to customers by post

9%7%5%9%6%-%-%70%79%-%-%9%6%6%

31438153---*-125155Not considered this
2%4%8%5%6%-%-%-%11%-%6%2%7%6%

bcbb

No need - do not have a
11134*46-----**4646large volume of mail
1%4%8%2%5%-%-%-%-%-%3%*%6%5%

cbcbb

No alternative media
91110130-----192131that would meet my needs
7%3%2%3%3%-%-%-%-%-%4%8%3%3%

aai

Do not use computers /
only one that uses a

2816-27------22527computer
1%3%4%-%3%-%-%-%-%-%-%2%3%3%

There is no pressure
from customers for us to

4413-21------41721move
3%1%3%-%2%-%-%-%-%-%-%3%2%2%

534-12------5712Reliability / trust
3%1%1%-%1%-%-%-%-%-%-%4%1%1%

abai

Customers are unwilling
425-11------4711to give email addresses
3%1%1%-%1%-%-%-%-%-%-%3%1%1%

bai

342*8-----*369Cost
2%1%*%1%1%-%-%-%-%-%2%2%1%1%

Time or extra admin
*25-7------*77required
*%1%1%-%1%-%-%-%-%-%-%*%1%1%

*33*7-----*-77Hassle of moving
*%1%1%1%1%-%-%-%-%-%1%-%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*d*cbaSignificance Level: 95%
210397438351010--234261758351045Unweighted total
13831645323884--*2417115769907Weighted total

Need to send hard copies
/ keep hard copies of

*51*6--*----66everything we send
*%2%*%*%1%-%-%30%-%-%-%-%1%1%

a

31124-----2136Other media ineffective
2%*%*%7%*%-%-%-%-%-%10%1%*%1%

aabi

Planning to do so in the
*21-3------*33future
*%1%*%-%*%-%-%-%-%-%-%*%*%*%

Contracted with postal
provider / franking

-11-2-------22machine
-%*%*%-%*%-%-%-%-%-%-%-%*%*%

The unreliability of
**--1------**1email address lists
*%*%-%-%*%-%-%-%-%-%-%*%*%*%

Lack of information
about products and costs

--------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

71115-33------72633Other
5%3%3%-%4%-%-%-%-%-%-%6%3%4%

3716124-----122225Don't know
2%2%3%5%3%-%-%-%-%-%6%2%3%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-271213415826122453406574115841045Unweighted total
-227923464488175280507291429907Weighted total

We have already moved
everything that is

-2***416318051105169108138352possible to move
-%94%3%6%2%15%35%37%29%38%33%37%32%39%

beee

Happy with sending
--*1598710449691026188158things by post
-%-%3%16%60%39%19%21%28%25%20%21%20%17%

aabcf

---2*277782842803969139No reason
-%-%-%31%1%7%17%16%16%15%16%14%16%15%

We prefer to send things
---*222936151433173058to customers by post
-%-%-%4%19%8%6%7%8%5%6%6%7%6%

-----*272351228162555Not considered this
-%-%-%-%-%2%6%5%3%4%5%6%6%6%

No need - do not have a
----**21125222101846large volume of mail
-%-%-%-%1%*%5%2%3%1%4%3%4%5%

dddd

No alternative media
--*--*161881717101531that would meet my needs
-%-%17%-%-%1%4%4%4%6%3%3%3%3%

Do not use computers /
only one that uses a

------1512441561327computer
-%-%-%-%-%-%3%2%2%1%3%2%3%3%

There is no pressure
from customers for us to

---2*210155714101121move
-%-%-%28%3%8%2%3%3%2%3%3%3%2%

a

-----2573473712Reliability / trust
-%-%-%-%-%8%1%1%1%2%1%1%2%1%

a

Customers are unwilling
--**--795483611to give email addresses
-%-%3%7%-%-%2%2%3%1%2%1%1%1%

------51315249Cost
-%-%-%-%-%-%1%*%1%*%1%1%1%1%

f

Time or extra admin
------54225257required
-%-%-%-%-%-%1%1%1%1%1%1%1%1%

----**47244247Hassle of moving
-%-%-%-%2%*%1%1%1%1%1%1%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
-271213415826122453406574115841045Unweighted total
-227923464488175280507291429907Weighted total

Need to send hard copies
/ keep hard copies of

-*----53136366everything we send
-%6%-%-%-%-%1%1%*%1%1%1%1%1%

--1-12*2124316Other media ineffective
-%-%62%-%12%7%*%*%1%1%1%1%*%1%

a

Planning to do so in the
--*--2*2222223future
-%-%6%-%-%9%*%*%1%1%*%1%1%*%

a

Contracted with postal
provider / franking

------211-2222machine
-%-%-%-%-%-%*%*%1%-%*%1%1%*%

The unreliability of
-----*1*-*1*11email address lists
-%-%-%-%-%*%*%*%-%*%*%*%*%*%

Lack of information
about products and costs

--------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---**-16218916111433Other
-%-%-%6%1%-%3%4%5%3%3%4%3%4%

--**-11515351681625Don't know
-%-%6%2%-%5%3%3%2%2%3%3%4%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
41301721472041-1-3673231045Unweighted total
365127115196*-*-455266907Weighted total

We have already moved
everything that is

-20454163----24496352possible to move
-%31%35%35%32%-%-%-%-%50%81%71%36%39%

Happy with sending
217302132----2-*67158things by post

61%26%23%19%17%-%-%-%-%49%-%5%25%17%

a

-6192234-----1-41139No reason
-%9%15%19%17%-%-%-%-%-%19%-%15%15%

dd

We prefer to send things
1551210*-*-2--1258to customers by post

29%7%4%10%5%100%-%100%-%50%-%-%5%6%

c

-19314------11155Not considered this
-%2%7%3%7%-%-%-%-%-%-%23%4%6%

dd

No need - do not have a
-3*414-------246large volume of mail
-%5%*%4%7%-%-%-%-%-%-%-%1%5%

ccc

No alternative media
12725------21531that would meet my needs

29%3%5%2%3%-%-%-%-%-%-%37%5%3%

Do not use computers /
only one that uses a

-*438-------427computer
-%*%3%2%4%-%-%-%-%-%-%-%1%3%

d

There is no pressure
from customers for us to

-2813-------721move
-%3%6%1%2%-%-%-%-%-%-%-%3%2%

ab

*-151------*412Reliability / trust
9%-%1%4%*%-%-%-%-%-%-%1%2%1%

acd

Customers are unwilling
-2231-------411to give email addresses
-%3%2%2%*%-%-%-%-%-%-%-%1%1%

a

-2-12-------19Cost
-%3%-%1%1%-%-%-%-%-%-%-%*%1%

c

Time or extra admin
-*212-------27required
-%*%2%1%1%-%-%-%-%-%-%-%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
41301721472041-1-3673231045Unweighted total
365127115196*-*-455266907Weighted total

-*-*3-------47Hassle of moving
-%*%-%*%2%-%-%-%-%-%-%-%1%1%

Need to send hard copies
/ keep hard copies of

-*222-------36everything we send
-%*%1%2%1%-%-%-%-%-%-%-%1%1%

-2*-2-------26Other media ineffective
-%3%*%-%1%-%-%-%-%-%-%-%1%1%

c

Planning to do so in the
-*2**-------23future
-%*%2%*%*%-%-%-%-%-%-%-%1%*%

Contracted with postal
provider / franking

-11----------2machine
-%2%1%-%-%-%-%-%-%-%-%-%-%*%

The unreliability of
-*--*-------*1email address lists
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

Lack of information
about products and costs

--------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2735-------933Other
-%3%5%2%2%-%-%-%-%-%-%-%4%4%

-4344-------525Don't know
-%7%3%4%2%-%-%-%-%-%-%-%2%3%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
26631126918992022076677791101045Unweighted total
134941127946614199348736491907Weighted total

We have already moved
everything that is

11685929428870123242038352possible to move
7%34%53%37%42%56%35%22%47%33%31%42%39%

ab

Happy with sending
5981314511156-11251914158things by post

36%20%12%18%16%10%28%-%22%34%29%16%17%

caa

*80171221312824101016139No reason
1%16%15%15%19%7%14%71%8%13%16%17%15%

We prefer to send things
1326513*11*425258to customers by post
8%6%6%6%5%2%5%7%9%3%9%3%6%

127648129-151555Not considered this
6%5%6%6%2%11%4%-%3%6%2%5%6%

No need - do not have a
220443*2*-*--246large volume of mail

14%4%3%5%*%11%*%-%1%-%-%2%5%

No alternative media
*177243-13-246531that would meet my needs
2%3%6%3%5%-%7%-%4%6%9%5%3%

Do not use computers /
only one that uses a

*153241-3---3127computer
*%3%3%3%1%-%2%-%-%-%5%1%3%

There is no pressure
from customers for us to

*14120--7-151-21move
*%3%1%2%-%-%3%-%2%7%1%-%2%

a

-71111-3--12112Reliability / trust
-%1%1%1%1%-%2%-%-%2%3%1%1%

Customers are unwilling
17110-*3-2--211to give email addresses
5%1%1%1%-%*%2%-%4%-%-%2%1%

-518--1-*1--9Cost
-%1%1%1%-%-%1%-%1%1%-%-%1%

Time or extra admin
1416--2--2--7required
7%1%1%1%-%-%1%-%-%3%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 213  (continuation)                                                                                                                                                  Page 3751

QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
26631126918992022076677791101045Unweighted total
134941127946614199348736491907Weighted total

-4-72*2-*--27Hassle of moving
-%1%-%1%3%1%1%-%*%-%-%2%1%

Need to send hard copies
/ keep hard copies of

-6241-2---126everything we send
-%1%1%1%2%-%1%-%-%-%2%2%1%

-4*5*-2-2--*6Other media ineffective
-%1%*%1%*%-%1%-%3%-%-%*%1%

Planning to do so in the
-2122**---*23future
-%*%1%*%3%1%*%-%-%-%*%2%*%

a

Contracted with postal
provider / franking

-2-2--------2machine
-%*%-%*%-%-%-%-%-%-%-%-%*%

The unreliability of
-1-1-**----*1email address lists
-%*%-%*%-%1%*%-%-%-%-%*%*%

Lack of information
about products and costs

-------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%

*16132226--52333Other
1%3%1%4%3%12%3%-%-%6%3%3%4%

d

2143213*3-21*225Don't know
16%3%3%3%4%*%1%-%5%1%*%3%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-835421851172231210480361045Unweighted total
-423971291021787836432907Weighted total

We have already moved
everything that is

-121244347593353411352possible to move
-%29%31%33%45%33%46%42%53%36%39%

a

Happy with sending
-1183222147*181110158things by post
-%26%21%17%21%27%1%21%18%30%17%

-4612512302562139No reason
-%10%15%19%12%17%29%6%9%8%15%

We prefer to send things
-3301259-32158to customers by post
-%8%8%10%5%5%-%4%3%4%6%

-323839-42255Not considered this
-%8%6%6%3%5%-%4%3%6%6%

No need - do not have a
-31842**4*246large volume of mail
-%6%4%3%2%*%1%5%1%5%5%

a

No alternative media
-115598-67-31that would meet my needs
-%3%4%4%8%4%-%8%11%-%3%

a

Do not use computers /
only one that uses a

-113331-33127computer
-%3%3%2%3%1%-%4%5%3%3%

There is no pressure
from customers for us to

-211134-42-21move
-%5%3%1%3%2%-%5%3%-%2%

a

-15314-11-12Reliability / trust
-%1%1%2%1%2%-%1%1%-%1%

Customers are unwilling
-*61*3-2-*11to give email addresses
-%*%1%1%*%2%-%3%-%2%1%

-14-1---*-9Cost
-%1%1%-%1%-%-%-%*%-%1%

Time or extra admin
--412--1-17required
-%-%1%1%2%-%-%1%-%3%1%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
-835421851172231210480361045Unweighted total
-423971291021787836432907Weighted total

--4**4-***7Hassle of moving
-%-%1%*%*%2%-%*%*%*%1%

Need to send hard copies
/ keep hard copies of

-25521-22-6everything we send
-%4%1%4%2%1%-%2%3%-%1%

b

--1**2-2*26Other media ineffective
-%-%*%*%*%1%-%2%*%5%1%

Planning to do so in the
-222-2----3future
-%5%1%2%-%1%-%-%-%-%*%

b

Contracted with postal
provider / franking

--21---1--2machine
-%-%1%1%-%-%-%1%-%-%*%

The unreliability of
--**-*-*-*1email address lists
-%-%*%*%-%*%-%*%-%*%*%

Lack of information
about products and costs

-----------by other providers
-%-%-%-%-%-%-%-%-%-%-%

-211928*32133Other
-%5%3%7%2%4%1%3%3%4%4%

b

-116224221*25Don't know
-%2%4%2%2%2%23%3%2%1%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
7406503260391562183220226-663591541045Unweighted total
1299374204281419*63178177-41243112907Weighted total

We have already moved
everything that is

*10112172107138*266467-128043352possible to move
11%34%32%35%38%33%100%41%36%38%-%29%33%38%39%

Happy with sending
16373545983-174741-95819158things by post

60%21%20%27%21%20%-%28%27%23%-%21%24%17%17%

a

*5263313969-42325-43615139No reason
13%17%17%15%14%16%-%7%13%14%-%10%15%13%15%

We prefer to send things
-2126111630-4118-415858to customers by post
-%7%7%5%6%7%-%7%6%5%-%11%6%7%6%

-1722101624-*98-*111155Not considered this
-%6%6%5%6%6%-%*%5%4%-%*%4%10%6%

cbc

No need - do not have a
-11141818-*12-410246large volume of mail
-%4%4%*%3%4%-%1%*%1%-%10%4%2%5%

ccab

No alternative media
-121381015-61211-*9331that would meet my needs
-%4%4%4%4%4%-%10%7%6%-%1%4%3%3%

Do not use computers /
only one that uses a

-7121613-1-4--6*27computer
-%2%3%*%2%3%-%2%-%2%-%-%2%*%3%

cb

There is no pressure
from customers for us to

-91161011-246-28521move
-%3%3%3%3%3%-%3%2%3%-%5%3%4%2%

-55437--42-12212Reliability / trust
-%2%1%2%1%2%-%-%2%1%-%2%1%2%1%

Customers are unwilling
-57336-241-23*11to give email addresses
-%2%2%2%1%1%-%3%2%1%-%5%1%*%1%

ab

-42-24---1-12-9Cost
-%1%1%-%1%1%-%-%-%1%-%2%1%-%1%

Time or extra admin
-111*3--11--117required
-%*%*%1%*%1%-%-%1%1%-%-%*%1%1%

-33424-*4*--2*7Hassle of moving
-%1%1%2%1%1%-%*%2%*%-%-%1%*%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
7406503260391562183220226-663591541045Unweighted total
1299374204281419*63178177-41243112907Weighted total

Need to send hard copies
/ keep hard copies of

-46136-233-1336everything we send
-%1%1%1%1%1%-%3%2%2%-%3%1%3%1%

-42231-222-3326Other media ineffective
-%1%*%1%1%*%-%3%1%1%-%7%1%1%1%

ab

Planning to do so in the
-*2222-222-2223future
-%*%1%1%1%1%-%3%1%1%-%5%1%2%*%

b

Contracted with postal
provider / franking

-12-22------212machine
-%*%1%-%1%1%-%-%-%-%-%-%1%1%*%

The unreliability of
-11**1-***--**1email address lists
-%*%*%*%*%*%-%*%*%*%-%-%*%*%*%

Lack of information
about products and costs

---------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-7126914--58--8633Other
-%2%3%3%3%3%-%-%3%4%-%-%3%5%4%

*8134814-145-*8225Don't know
17%3%4%2%3%3%-%2%2%3%-%1%3%2%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
7851439348234471621291771045Unweighted total
67113298360223312289125907Weighted total

We have already moved
everything that is

24*689105611432648352possible to move
30%56%6%45%30%29%25%35%35%30%39%39%

Happy with sending
3-116777711272634158things by post

49%-%87%9%23%21%32%33%22%29%28%17%

*2*2496432201014139No reason
8%24%6%13%16%18%15%7%17%11%11%15%

We prefer to send things
**-119263257458to customers by post
1%1%-%8%6%7%13%6%4%8%3%6%

ac

-1-11621**55655Not considered this
-%13%-%9%5%6%*%*%4%6%5%6%

No need - do not have a
----1114-*2**46large volume of mail
-%-%-%-%4%4%-%1%2%*%*%5%

No alternative media
*2-212142248731that would meet my needs
8%25%-%15%4%4%11%7%3%9%6%3%

c

Do not use computers /
only one that uses a

----912-12-127computer
-%-%-%-%3%3%-%3%2%-%1%3%

b

There is no pressure
from customers for us to

----992-34421move
-%-%-%-%3%2%8%-%2%4%3%2%

d

----53--43212Reliability / trust
-%-%-%-%2%1%-%-%3%3%1%1%

Customers are unwilling
-*--57-212111to give email addresses
-%7%-%-%2%2%-%6%1%3%1%1%

ac

---*23-----9Cost
-%-%-%*%1%1%-%-%-%-%-%1%

Time or extra admin
----21--1--7required
-%-%-%-%1%*%-%-%1%-%-%1%

---*45--*447Hassle of moving
-%-%-%1%1%1%-%-%*%4%3%1%

c
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
7851439348234471621291771045Unweighted total
67113298360223312289125907Weighted total

Need to send hard copies
/ keep hard copies of

----46--1--6everything we send
-%-%-%-%1%2%-%-%1%-%-%1%

---142222226Other media ineffective
-%-%-%8%1%*%7%5%1%2%1%1%

ac

Planning to do so in the
----*2**2**3future
-%-%-%-%*%1%*%*%2%*%*%*%

Contracted with postal
provider / franking

---112-----2machine
-%-%-%8%*%1%-%-%-%-%-%*%

The unreliability of
----**--***1email address lists
-%-%-%-%*%*%-%-%*%*%*%*%

Lack of information
about products and costs

------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%

----119--53433Other
-%-%-%-%4%3%-%-%4%3%3%4%

*---913*133425Don't know
4%-%-%-%3%4%1%4%3%3%3%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
8471262984332339125399977349096858921045Unweighted total
731105207263178769447862611761547747907Weighted total

We have already moved
everything that is

275436268*75279176341224274207268352possible to move
38%41%28%37%5%42%36%39%40%37%36%38%36%39%

Happy with sending
137131140-301397915311713898137158things by post

19%12%5%19%-%17%18%18%18%19%18%18%18%17%

1161081051171257013410512592124139No reason
16%10%39%14%36%10%16%16%16%17%16%17%17%15%

cc

We prefer to send things
448244-145329544050304958to customers by post

6%7%8%6%-%8%7%7%6%7%7%5%7%6%

449*44-94718502747254655Not considered this
6%8%*%6%-%5%6%4%6%4%6%5%6%6%

No need - do not have a
385139-113916412239193946large volume of mail

5%5%6%5%-%6%5%4%5%4%5%4%5%5%

No alternative media
1811226-52914302225212531that would meet my needs

2%10%12%4%-%3%4%3%4%4%3%4%3%3%

b

Do not use computers /
only one that uses a

252125-2196211318121827computer
3%2%5%4%-%1%2%1%2%2%2%2%2%3%

There is no pressure
from customers for us to

154*17-51712211419111921move
2%4%2%2%-%3%2%3%2%2%2%2%3%2%

11*-9-2971081281212Reliability / trust
2%*%-%1%-%1%1%1%1%1%2%1%2%1%

Customers are unwilling
92-9-311611896911to give email addresses
1%2%-%1%-%1%1%1%1%1%1%1%1%1%

62-7-273877679Cost
1%2%-%1%-%1%1%1%1%1%1%1%1%1%

Time or extra admin
6**6-474777777required
1%*%*%1%-%2%1%1%1%1%1%1%1%1%

7**5-265766467Hassle of moving
1%*%1%1%-%1%1%1%1%1%1%1%1%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
8471262984332339125399977349096858921045Unweighted total
731105207263178769447862611761547747907Weighted total

Need to send hard copies
/ keep hard copies of

6*-6-256666466everything we send
1%*%-%1%-%1%1%1%1%1%1%1%1%1%

51-4-363536456Other media ineffective
1%1%-%1%-%2%1%1%1%*%1%1%1%1%

Planning to do so in the
3*-3-*22322223future
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

Contracted with postal
provider / franking

11-1--2*212222machine
*%1%-%*%-%-%*%*%*%*%*%*%*%*%

The unreliability of
1*-1-*11*11*11email address lists
*%*%-%*%-%*%*%*%*%*%*%*%*%*%

Lack of information
about products and costs

--------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

258229-52813291929172633Other
3%8%10%4%-%3%4%3%3%3%4%3%3%4%

b

192-18261810231118121825Don't know
3%2%-%2%59%3%2%2%3%2%2%2%2%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*acbacbaba*baSignificance Level: 95%
1045-87737119748541081774562001045Unweighted total

907-749381116773989159402183907Weighted total

We have already moved
everything that is

352-291105026289336621*82352possible to move
39%-%39%26%45%39%39%37%41%53%18%45%39%

b

Happy with sending
158-1259231411723287-34158things by post

17%-%17%23%21%22%16%26%17%18%-%19%17%

b

139-124591111711196*20139No reason
15%-%17%13%8%17%16%12%12%14%7%11%15%

a

We prefer to send things
58-5134*489101-1158to customers by post

6%-%7%8%4%*%7%10%6%3%-%6%6%

cc

55-4735548171-855Not considered this
6%-%6%9%4%8%6%2%4%3%-%4%6%

aa

No need - do not have a
46-4023837-622646large volume of mail

5%-%5%5%2%11%5%-%4%6%71%3%5%

aba

No alternative media
31-1759419882-1031that would meet my needs

3%-%2%13%8%6%3%9%5%6%-%6%3%

ccb

Do not use computers /
only one that uses a

27-25*2-27-4--427computer
3%-%3%*%1%-%4%-%2%-%-%2%3%

a

There is no pressure
from customers for us to

21-1623-20*41-521move
2%-%2%5%3%-%3%1%3%3%-%3%2%

12-10-11741--112Reliability / trust
1%-%1%-%1%1%1%4%1%-%-%1%1%

b

Customers are unwilling
11-10-129*3*-311to give email addresses

1%-%1%-%*%4%1%*%2%*%-%1%1%

9-71**811--19Cost
1%-%1%3%*%*%1%1%1%-%-%1%1%

Time or extra admin
7-6-1-7-31-47required
1%-%1%-%1%-%1%-%2%2%-%2%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

b*acbacbaba*baSignificance Level: 95%
1045-87737119748541081774562001045Unweighted total

907-749381116773989159402183907Weighted total

7-7--*5-1*-17Hassle of moving
1%-%1%-%-%*%1%-%1%*%-%1%1%

Need to send hard copies
/ keep hard copies of

6-3*3-6*2*-*6everything we send
1%-%*%*%2%-%1%*%1%*%-%*%1%

c

6-3-2-6-2--26Other media ineffective
1%-%*%-%2%-%1%-%1%-%-%1%1%

c

Planning to do so in the
3-2-1-3*1--13future
*%-%*%-%1%-%*%*%1%-%-%1%*%

Contracted with postal
provider / franking

2-2---2-1--12machine
*%-%*%-%-%-%*%-%1%-%-%1%*%

The unreliability of
1-*-*****--*1email address lists
*%-%*%-%*%*%*%*%*%-%-%*%*%

Lack of information
about products and costs

-------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%

33-2823325532-333Other
4%-%4%5%3%4%3%6%2%5%-%2%4%

25-1813*19571*725Don't know
3%-%2%3%3%1%3%6%5%3%5%4%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadc*badc*baSignificance Level: 95%
81236661589125594484211631045Unweighted total
43112722203410221431361907Weighted total

We have already moved
everything that is

8*134381558117352possible to move
18%1%50%20%13%23%15%23%33%24%39%27%39%

ad

Happy with sending
74443614*4*11158things by post

15%37%13%16%17%17%6%18%3%13%7%18%17%

d

12255792629113139No reason
28%15%20%21%35%26%20%29%12%28%39%21%15%

d

We prefer to send things
61*322-1*2*658to customers by post

14%10%*%12%10%4%-%7%1%5%1%9%6%

bb

4*22112123*455Not considered this
9%2%9%10%6%4%23%5%17%11%3%6%6%

a

No need - do not have a
111*1-*-**-246large volume of mail
3%10%4%1%3%-%1%-%1%*%-%3%5%

No alternative media
1-131212*2-231that would meet my needs
2%-%3%12%7%6%11%11%2%8%-%4%3%

d

Do not use computers /
only one that uses a

11-*-*--**-127computer
3%13%-%*%-%1%-%-%*%*%-%2%3%

There is no pressure
from customers for us to

1-11211--1-221move
3%-%4%5%11%3%11%-%-%3%-%3%2%

a

-1-*1111*1-112Reliability / trust
-%10%-%*%5%3%11%5%*%4%-%2%1%

Customers are unwilling
11-11311*1*311to give email addresses
3%10%-%5%6%9%12%5%1%4%1%5%1%

2-*-11-----29Cost
5%-%*%-%5%3%-%-%-%-%-%3%1%

Time or extra admin
11---2-111-27required
2%11%-%-%-%6%-%5%8%3%-%4%1%

*--*-------*7Hassle of moving
1%-%-%2%-%-%-%-%-%-%-%*%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadc*badc*baSignificance Level: 95%
81236661589125594484211631045Unweighted total
43112722203410221431361907Weighted total

Need to send hard copies
/ keep hard copies of

------------6everything we send
-%-%-%-%-%-%-%-%-%-%-%-%1%

---1-------16Other media ineffective
-%-%-%6%-%-%-%-%-%-%-%2%1%

bd

Planning to do so in the
---*-*-----*3future
-%-%-%*%-%*%-%-%-%-%-%*%*%

Contracted with postal
provider / franking

------------2machine
-%-%-%-%-%-%-%-%-%-%-%-%*%

The unreliability of
------------1email address lists
-%-%-%-%-%-%-%-%-%-%-%-%*%

Lack of information
about products and costs

-------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%

2-*-*11-11-233Other
6%-%1%-%1%3%11%-%8%3%-%4%4%

-*1**1*122*225Don't know
-%2%4%2%2%3%*%6%16%8%8%3%3%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
597490755956768224518591521045Unweighted total
68898795734954581102065140907Weighted total

We have already moved
everything that is

353436404215151927103247352possible to move
51%38%41%43%58%31%27%33%25%48%50%34%39%

adefgdddfadefgjkadfgd

Happy with sending
5121421128871851531158things by post
8%14%16%22%17%17%15%12%16%25%24%23%17%

lll

1119141217716243421139No reason
17%22%16%13%2%15%13%27%22%13%6%15%15%

hbhhhhhabfhibhh

We prefer to send things
3310144441124958to customers by post
4%4%12%1%6%8%7%7%10%11%6%6%6%

iii

4*34--3610*71755Not considered this
6%*%4%4%-%-%6%11%9%2%11%12%6%

kkghkghkghkghjk

No need - do not have a
318727225*4546large volume of mail
4%1%9%8%3%14%4%4%4%2%7%4%5%

kkadefhk

No alternative media
14*69-315-*231that would meet my needs
1%5%*%6%12%-%5%2%4%-%*%2%3%

jjabdegjlj

Do not use computers /
only one that uses a

3622--324*3227computer
4%7%2%2%-%-%5%4%3%2%4%2%3%

agh

There is no pressure
from customers for us to

2-5-242*3-*221move
3%-%6%-%3%7%4%1%3%-%1%1%2%

aeikaeik

1-5*--1*1--312Reliability / trust
1%-%6%*%-%-%1%1%1%-%-%2%1%

deik

Customers are unwilling
-2-*-4--3-1111to give email addresses
-%2%-%1%-%9%-%-%3%-%1%*%1%

adefhijl

--32--2-2--*9Cost
-%-%3%2%-%-%4%-%2%-%-%*%1%

aa

Time or extra admin
22*---1-2-*-7required
3%2%*%-%-%-%2%-%2%-%1%-%1%

a
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
597490755956768224518591521045Unweighted total
68898795734954581102065140907Weighted total

--**--2*1--37Hassle of moving
-%-%*%*%-%-%4%1%1%-%-%2%1%

d

Need to send hard copies
/ keep hard copies of

-**--21---126everything we send
-%*%*%-%-%4%2%-%-%-%2%1%1%

dd

--1-2*1-1*--6Other media ineffective
-%-%1%-%2%*%3%-%1%2%-%-%1%

Planning to do so in the
-2---*--1--*3future
-%2%-%-%-%*%-%-%1%-%-%*%*%

Contracted with postal
provider / franking

*-----11----2machine
*%-%-%-%-%-%2%2%-%-%-%-%*%

dd

The unreliability of
--*----*---*1email address lists
-%-%*%-%-%-%-%1%-%-%-%*%*%

Lack of information
about products and costs

-------------by other providers
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2454*4-4-4633Other
-%2%4%6%5%*%8%-%3%-%6%4%4%

eeegle

-44-21113*2725Don't know
-%4%5%-%3%1%2%2%3%2%4%5%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
2231904032291045Unweighted total
244217222225907Weighted total

We have already moved
everything that is

104986189352possible to move
43%45%27%40%39%

bbb

Happy with sending
32423352158things by post
13%19%15%23%17%

bd

44214727139No reason
18%9%21%12%15%

cac

We prefer to send things
169181558to customers by post

7%4%8%6%6%

74192455Not considered this
3%2%9%11%6%

cdcd

No need - do not have a
111691046large volume of mail

5%7%4%4%5%

No alternative media
5158331that would meet my needs
2%7%4%1%3%

ad

Do not use computers /
only one that uses a

1129527computer
4%1%4%2%3%

cc

There is no pressure
from customers for us to

766221move
3%3%2%1%2%

6*2312Reliability / trust
2%*%1%2%1%

c

Customers are unwilling
253111to give email addresses
1%2%1%1%1%

324*9Cost
1%1%2%*%1%

a

Time or extra admin
4-3*7required
2%-%1%*%1%

**337Hassle of moving
*%*%2%2%1%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
2231904032291045Unweighted total
244217222225907Weighted total

Need to send hard copies
/ keep hard copies of

*2136everything we send
*%1%*%1%1%

123*6Other media ineffective
*%1%1%*%1%

Planning to do so in the
2*1*3future
1%*%1%*%*%

Contracted with postal
provider / franking

*-2-2machine
*%-%1%-%*%

The unreliability of
*-**1email address lists
*%-%*%*%*%

Lack of information
about products and costs

-----by other providers
-%-%-%-%-%

6981033Other
2%4%4%4%4%

835925Don't know
3%1%2%4%3%
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QF5. Why have you not moved any post to other communication methods in the last 12 months?
Base: All who have not changed any postal comms to other method of communication in the last 12 months (QF4=2)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1005084277317411541022559421353Unweighted total

303376278327477113010451093Weighted total

141833133195233515557579Quicker
46%56%44%48%60%47%44%43%50%53%53%

bce

1252110597183511329347Cost saving
39%16%28%38%30%39%44%43%36%31%32%

daddaa

691864597125204211Customer preferences
20%27%23%23%18%15%10%17%16%19%19%

Convenience / ease of
126152941127579use
4%7%8%5%9%8%17%5%8%7%7%

abce

Reduce admin time spent
11315122**25052on alternative media
5%2%5%6%4%4%2%2%6%5%5%

34*13133*124549Environmental reasons
10%14%1%5%4%7%5%12%6%4%4%

acabcaab

**2791*1*2931Price of postage
1%*%3%3%3%3%7%8%*%3%3%

bbabeb

Proof of delivery / know
it has got there /

3-4762*112628reliable
11%-%5%3%2%4%2%5%4%2%3%

abd

Everyone else is doing
it / client's like this

222551**12021method
6%6%2%2%1%2%1%1%2%2%2%

aba

-**411*--*1919More efficient
-%1%*%1%3%*%-%-%*%2%2%

e

Security / data
*2241*-**1314protection
1%5%2%1%*%1%-%1%1%1%1%

aa

Speed - instantaneous /
*--271*-11112fast response
*%-%-%1%2%2%2%-%2%1%1%

Forced to by colleagues
/ system changes in the

-*211*--*88company
-%*%2%1%*%*%-%-%*%1%1%

a

Unreliable postal
--2*1****67service
-%-%2%*%*%1%2%1%*%1%1%

ab
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
1005084277317411541022559421353Unweighted total

303376278327477113010451093Weighted total

Offers more creative
-1-*-1***34choices
-%2%-%*%-%2%3%2%1%*%*%

abaaaa

Company budget has been
*--*2**-*34diverted to other media
1%-%-%*%1%1%1%-%1%*%*%

Good for sending
*2---*-*-33invoices /attachments
*%6%-%-%-%*%-%*%-%*%*%

abce

---2-----22For BACS transfers
-%-%-%1%-%-%-%-%-%*%*%

Increase in postal
*----*-*--*prices
*%-%-%-%-%*%-%1%-%-%*%

a

-----------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%

*--711***2122Other
*%-%-%3%*%2%2%4%1%2%2%

a

----*1*-178Don't know
-%-%-%-%*%2%4%-%3%1%1%

aaca
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
17117417183785781051657536143491011353Unweighted total

52605692588831121867838158671151093Weighted total

302530494534657893917923962579Quicker
57%43%53%53%60%55%51%48%50%45%58%58%54%53%

lllll

162215294341816713416512233347Cost saving
30%36%27%32%38%22%14%38%43%41%32%33%29%32%

gghggghghkaghjkmghggg

10101417713173130186181827211Customer preferences
19%16%25%19%15%21%28%16%23%16%11%28%23%19%

ccccfijlccc

Convenience / ease of
454667241665961179use
8%9%6%7%8%2%4%9%8%12%6%9%9%7%

hhh

Reduce admin time spent
32*4664555294652on alternative media
6%4%1%5%7%5%5%3%6%5%6%6%5%5%

kkkkkkkkkk

*4341466521121349Environmental reasons
1%6%6%4%5%7%5%3%3%2%8%2%3%4%

mmmmmfm

211262-35*193431Price of postage
4%1%3%3%2%-%2%3%*%3%5%5%3%3%

hl

Proof of delivery / know
it has got there /

111242153423-528reliable
2%2%2%3%2%1%5%2%5%5%2%-%4%3%

Everyone else is doing
it / client's like this

113172113-432121method
2%1%5%2%2%1%1%2%-%12%2%3%1%2%

jlacefghijlm

*1-17-4522-32-19More efficient
*%2%-%2%-%5%5%1%2%-%2%3%-%2%

afikmaikmkkm

Security / data
*1*122126-2---14protection
1%2%1%1%2%1%2%3%-%5%-%-%-%1%

cack

Speed - instantaneous /
*1292-41----212fast response
1%1%3%1%2%-%3%1%-%-%-%-%2%1%

cjc

Forced to by colleagues
/ system changes in the

**16-2---1--38company
1%1%1%1%-%2%-%-%-%2%-%-%3%1%

fcfj
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
17117417183785781051657536143491011353Unweighted total

52605692588831121867838158671151093Weighted total

Unreliable postal
**15--22--2--7service
*%*%1%1%-%-%1%1%-%-%1%-%-%1%

Offers more creative
**12--2-**---4choices
*%1%1%*%-%-%2%-%*%1%-%-%-%*%

j

Company budget has been
11*2---1-1---4diverted to other media
1%2%*%*%-%-%-%1%-%2%-%-%-%*%

jj

Good for sending
1--3----1-2--3invoices /attachments
1%-%-%*%-%-%-%-%1%-%1%-%-%*%

---2--2------2For BACS transfers
-%-%-%*%-%-%2%-%-%-%-%-%-%*%

j

Increase in postal
-*-----------*prices
-%*%-%-%-%-%-%-%-%-%-%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

12217-2442*6**22Other
2%3%3%2%-%2%3%2%2%*%4%*%*%2%

**17-2***-4--8Don't know
*%*%1%1%-%3%*%*%1%-%3%-%-%1%

flmfjlm
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
16411894049495131014734714531140291353Unweighted total
101992241851405882531711623101191093Weighted total

5152912245721649161607811428579Quicker
50%53%50%54%53%57%65%50%67%47%41%42%53%

bbbbceh

2931880266139307105195337347Cost saving
29%32%33%31%34%35%30%33%17%22%33%38%32%

dddd

19192541575819674176275211Customer preferences
19%19%22%18%14%21%22%23%15%27%27%29%19%

dhdh

Convenience / ease of
5742455271011314310179use
5%7%10%6%7%11%4%4%12%13%10%5%7%

aeehee

Reduce admin time spent
151943202*17534152on alternative media
1%5%4%5%5%2%2%5%4%13%4%5%5%

bbdg

1471137197*7735149Environmental reasons
1%5%5%4%5%8%1%2%6%14%4%6%4%

beeeefh

426823192262**-31Price of postage
4%3%3%3%5%2%7%2%2%*%*%-%3%

bebde

Proof of delivery / know
it has got there /

42442466*74*3128reliable
4%2%2%3%1%7%1%2%4%1%3%6%3%

eh

Everyone else is doing
it / client's like this

12031851*5614-21method
1%2%1%2%1%1%1%2%5%5%4%-%2%

ehh

21741510*-71---19More efficient
2%2%2%2%2%1%-%2%1%-%-%-%2%

Security / data
5921254*22-2-14protection
5%1%1%1%1%4%*%1%1%-%2%-%1%

aeh

Speed - instantaneous /
-12756*-41-1-12fast response
-%1%3%1%1%1%-%1%1%-%1%-%1%

a

Forced to by colleagues
/ system changes in the

-8*76--*--1-8company
-%1%*%1%2%-%-%*%-%-%1%-%1%

e
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcb*aSignificance Level: 95%
16411894049495131014734714531140291353Unweighted total
101992241851405882531711623101191093Weighted total

Unreliable postal
252422-12---7service
2%*%1%*%1%2%-%*%1%-%-%-%1%

e

Offers more creative
1313***2*-*-4choices
1%*%*%*%*%*%1%1%*%-%*%-%*%

Company budget has been
13*311-2*-*-4diverted to other media
1%*%*%*%*%1%-%*%*%-%*%-%*%

Good for sending
2113---21*--3invoices /attachments
2%*%*%*%-%-%-%1%1%*%-%-%*%

ah

-2-2----2---2For BACS transfers
-%*%-%*%-%-%-%-%1%-%-%-%*%

eh

Increase in postal
-**----*----*prices
-%*%*%-%-%-%-%*%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

41751711--72-1122Other
4%2%2%2%3%-%-%2%2%-%1%7%2%

a

62*832*1*-2-8Don't know
6%*%*%1%1%2%*%*%*%-%2%-%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3062377984013131353Unweighted total
2251926594210511093Weighted total

9610836722557579Quicker
43%56%56%53%53%53%

cc

726420512335347Cost saving
32%33%31%28%32%32%

533611813198211Customer preferences
23%19%18%31%19%19%

a

Convenience / ease of
18144737679use

8%7%7%7%7%7%

Reduce admin time spent
9735-5252on alternative media
4%3%5%-%5%5%

9633-4949Environmental reasons
4%3%5%-%5%4%

8220*3131Price of postage
4%1%3%*%3%3%

Proof of delivery / know
it has got there /

2521-2828reliable
1%2%3%-%3%3%

c

Everyone else is doing
it / client's like this

2711-2121method
1%3%2%-%2%2%

74741519More efficient
3%2%1%9%1%2%

aa

Security / data
3*11-1414protection
1%*%2%-%1%1%

Speed - instantaneous /
237-1212fast response
1%1%1%-%1%1%

Forced to by colleagues
/ system changes in the

*26-88company
*%1%1%-%1%1%

Unreliable postal
241-77service
1%2%*%-%1%1%

aa

Offers more creative
1*2-44choices
*%*%*%-%*%*%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
3062377984013131353Unweighted total
2251926594210511093Weighted total

Company budget has been
**3124diverted to other media
*%*%*%3%*%*%

a

Good for sending
**3-33invoices /attachments
*%*%*%-%*%*%

-2--22For BACS transfers
-%1%-%-%*%*%

a

Increase in postal
-*-*-*prices
-%*%-%*%-%*%

------Royal Mail strike action
-%-%-%-%-%-%

7411-2222Other
3%2%2%-%2%2%

222-88Don't know
1%1%*%-%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
2806074664213111-1243423810731353Unweighted total
167474452151078*-**1141529261093Weighted total

682502617573---*1661512579Quicker
40%53%58%43%53%-%-%-%100%84%41%40%55%53%

ccbb

7313713710337*-***1063274347Cost saving
44%29%30%68%31%100%-%100%33%8%71%41%30%32%

ababiabiai

36100751210--*-**36175211Customer preferences
22%21%17%3%20%-%-%100%-%8%2%23%19%19%

cjcjcj

Convenience / ease of
83635*79-----*87179use
5%8%8%*%7%-%-%-%-%-%*%5%8%7%

Reduce admin time spent
61729151-----154652on alternative media
4%4%6%7%5%-%-%-%-%-%8%3%5%5%

b

71824*48-----*74249Environmental reasons
4%4%5%1%4%-%-%-%-%-%1%4%4%4%

10129130----**92131Price of postage
6%2%2%4%3%-%-%-%-%14%4%6%2%3%

abai

Proof of delivery / know
it has got there /

8713226-----262028reliable
5%1%3%12%2%-%-%-%-%-%14%4%2%3%

babiabi

Everyone else is doing
it / client's like this

1137-21------12021method
1%3%1%-%2%-%-%-%-%-%-%1%2%2%

649*18-----*51319More efficient
3%1%2%2%2%-%-%-%-%-%2%4%1%2%

ba

Security / data
176*14-----**1314protection
*%1%1%1%1%-%-%-%-%-%1%*%1%1%

Speed - instantaneous /
336-12------3912fast response
2%1%1%-%1%-%-%-%-%-%-%2%1%1%

Forced to by colleagues
/ system changes in the

*34-8------*78company
*%1%1%-%1%-%-%-%-%-%-%*%1%1%

Unreliable postal
322*6-----*347service
2%*%*%1%1%-%-%-%-%-%1%2%*%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
2806074664213111-1243423810731353Unweighted total
167474452151078*-**1141529261093Weighted total

Offers more creative
13-*3-----**34choices
*%1%-%1%*%-%-%-%-%-%2%*%*%*%

Company budget has been
*13-4------*34diverted to other media
*%*%1%-%*%-%-%-%-%-%-%*%*%*%

Good for sending
1-2*3-----*123invoices /attachments
1%-%*%*%*%-%-%-%-%-%*%1%*%*%

b

--2-2-------22For BACS transfers
-%-%*%-%*%-%-%-%-%-%-%-%*%*%

Increase in postal
*---*------*-*prices
*%-%-%-%*%-%-%-%-%-%-%*%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4143*22----*-41722Other
3%3%1%*%2%-%-%-%-%8%-%3%2%2%

aa

144-8------178Don't know
*%1%1%-%1%-%-%-%-%-%-%*%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
1221829678309273784299505878851353Unweighted total
*211018306497012603297124126591093Weighted total

-**5715348366137159374206346579Quicker
-%5%4%44%38%48%54%52%53%48%53%50%52%53%

*-1661120722391122232143217347Cost saving
100%-%100%56%34%36%32%32%35%37%33%35%33%32%

---254114151525212567117211Customer preferences
-%-%-%15%29%15%18%22%20%16%18%16%18%19%

abcd

Convenience / ease of
----*35649102159365379use
-%-%-%-%1%9%9%7%4%6%8%9%8%7%

eeee

Reduce admin time spent
------2627141626172652on alternative media
-%-%-%-%-%-%4%4%5%5%4%4%4%5%

----*126285827162149Environmental reasons
-%-%-%-%*%4%4%4%2%3%4%4%3%4%

-*-*11211771123152031Price of postage
-%5%-%1%5%4%3%2%3%3%3%4%3%3%

Proof of delivery / know
it has got there /

-----*16158616111628reliable
-%-%-%-%-%1%2%2%3%2%2%3%2%3%

Everyone else is doing
it / client's like this

-----21216331481421method
-%-%-%-%-%6%2%2%1%1%2%2%2%2%

a

------14104614101019More efficient
-%-%-%-%-%-%2%1%1%2%2%3%2%2%

Security / data
------116321110914protection
-%-%-%-%-%-%2%1%1%1%2%2%1%1%

df

Speed - instantaneous /
-----*852385712fast response
-%-%-%-%-%1%1%1%1%1%1%1%1%1%

Forced to by colleagues
/ system changes in the

-----*24113138company
-%-%-%-%-%2%*%1%*%*%*%*%*%1%

Unreliable postal
-2----22434447service
-%95%-%-%-%-%*%*%1%1%1%1%1%1%

f

Offers more creative
---*-213*13134choices
-%-%-%1%-%7%*%*%*%*%*%*%*%*%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
1221829678309273784299505878851353Unweighted total
*211018306497012603297124126591093Weighted total

Company budget has been
------21**2124diverted to other media
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

Good for sending
---*--13211*13invoices /attachments
-%-%-%*%-%-%*%*%1%*%*%*%*%*%

b

------222-2-22For BACS transfers
-%-%-%-%-%-%*%*%1%-%*%-%*%*%

b

Increase in postal
----*--*--*-**prices
-%-%-%-%1%-%-%*%-%-%*%-%*%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----2-171541019141522Other
-%-%-%-%10%-%3%2%2%3%3%3%2%2%

----**43134348Don't know
-%-%-%-%*%1%1%*%*%1%1%1%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
91862272442833-2115104101353Unweighted total
8110157183254*-**2253201093Weighted total

24975103144*-**-12156579Quicker
30%45%48%56%57%57%-%30%100%-%34%33%49%53%

dcd

147415190*-**211118347Cost saving
15%42%26%28%36%81%-%70%100%100%66%29%37%32%

bcc

421413227------*51211Customer preferences
51%19%26%18%11%-%-%-%-%-%-%7%16%19%

aaba

Convenience / ease of
25141127-------2179use

23%4%9%6%11%-%-%-%-%-%-%-%7%7%

d

Reduce admin time spent
-1898------11552on alternative media
-%1%5%5%3%-%-%-%-%-%-%23%5%5%

dd

-56610-------849Environmental reasons
-%4%4%3%4%-%-%-%-%-%-%-%3%4%

-5549------2931Price of postage
-%4%3%2%4%-%-%-%-%-%-%36%3%3%

Proof of delivery / know
it has got there /

-4337-------628reliable
-%4%2%2%3%-%-%-%-%-%-%-%2%3%

Everyone else is doing
it / client's like this

-4162-------321method
-%4%1%3%1%-%-%-%-%-%-%-%1%2%

acac

*1274-------619More efficient
4%*%1%4%2%-%-%-%-%-%-%-%2%2%

d

Security / data
21125-------214protection

22%1%1%1%2%-%-%-%-%-%-%-%1%1%

Speed - instantaneous /
**2*5-------312fast response
6%*%1%*%2%-%-%-%-%-%-%-%1%1%

b

Forced to by colleagues
/ system changes in the

-2-*--------18company
-%2%-%*%-%-%-%-%-%-%-%-%*%1%

abc

Unreliable postal
-22**-------37service
-%2%1%*%*%-%-%-%-%-%-%-%1%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
91862272442833-2115104101353Unweighted total
8110157183254*-**2253201093Weighted total

Offers more creative
-12*--------14choices
-%1%1%*%-%-%-%-%-%-%-%-%*%*%

a

Company budget has been
-**11-------*4diverted to other media
-%*%*%*%*%-%-%-%-%-%-%-%*%*%

Good for sending
-*-1--------13invoices /attachments
-%*%-%1%-%-%-%-%-%-%-%-%*%*%

-2-----------2For BACS transfers
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

a

Increase in postal
--*----------*prices
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-2755-------1022Other
-%2%4%3%2%-%-%-%-%-%-%-%3%2%

-1-22-------38Don't know
-%*%-%1%1%-%-%-%-%-%-%-%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
50899154119916418245560120981461353Unweighted total
416701439501051021223797751171093Weighted total

2335173506446108113573255579Quicker
57%52%51%53%42%60%51%81%34%59%42%47%53%

abd

122195729042476123362438347Cost saving
29%33%40%30%40%43%36%68%60%38%32%32%32%

aabc

31221319820131*3191316211Customer preferences
8%18%9%21%19%7%15%3%8%20%17%14%19%

bd

Convenience / ease of
45512677-14-186679use
9%8%8%7%7%-%7%-%1%9%7%6%7%

Reduce admin time spent
2248443-13-111-352on alternative media
5%4%6%5%3%-%6%-%4%11%-%3%5%

ab

2258411*6-211549Environmental reasons
6%4%5%4%1%5%3%-%5%1%1%4%4%

c

*231303*8-252331Price of postage
*%3%*%3%3%1%4%-%5%5%2%3%3%

Proof of delivery / know
it has got there /

2145234-2--24128reliable
4%2%3%2%4%-%1%-%-%2%5%1%3%

aa

Everyone else is doing
it / client's like this

*141201-1-*11121method
*%2%1%2%1%-%1%-%*%1%1%1%2%

-14-192-4*-22219More efficient
-%2%-%2%2%-%2%16%-%2%3%1%2%

Security / data
292122----*-214protection
5%1%1%1%2%-%-%-%-%*%-%1%1%

a

Speed - instantaneous /
-8*12*-2--*2*12fast response
-%1%*%1%*%-%1%-%-%*%3%*%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babac*ba*edcbaSignificance Level: 95%
50899154119916418245560120981461353Unweighted total
416701439501051021223797751171093Weighted total

Forced to by colleagues
/ system changes in the

-3-8*-*-*-*-8company
-%*%-%1%*%-%*%-%1%-%*%-%1%

Unreliable postal
-4162-*-**-27service
-%1%1%1%2%-%*%-%*%1%-%2%1%

Offers more creative
*3*3*-1-*-*14choices
*%*%*%*%*%-%*%-%*%-%1%1%*%

Company budget has been
-2-4--*--**-4diverted to other media
-%*%-%*%-%-%*%-%-%*%*%-%*%

Good for sending
1*12--1--1--3invoices /attachments
2%*%1%*%-%-%*%-%-%1%-%-%*%

a

-2-2--------2For BACS transfers
-%*%-%*%-%-%-%-%-%-%-%-%*%

Increase in postal
-*-*--------*prices
-%*%-%*%-%-%-%-%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

2172201*9-**3722Other
5%3%1%2%1%1%4%-%1%*%4%6%2%

c

-4261-*-*-128Don't know
-%1%1%1%1%-%*%-%1%-%1%2%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
11378282921213082112084411353Unweighted total
280612211105224119472301093Weighted total

-43319112521066443317579Quicker
-%54%52%53%50%47%53%46%46%56%53%

2332056548747453514347Cost saving
100%41%33%31%46%33%64%49%48%47%32%

aa

-16114431636114122211Customer preferences
-%19%19%21%15%16%9%15%17%6%19%

Convenience / ease of
244514714377-79use

100%5%7%7%7%6%26%8%9%-%7%

a

Reduce admin time spent
-2251079-33252on alternative media
-%3%4%5%6%4%-%4%4%7%5%

-4191335*43149Environmental reasons
-%4%3%6%3%2%2%4%4%4%4%

b

-3201029*42231Price of postage
-%4%3%5%2%4%1%4%2%7%3%

Proof of delivery / know
it has got there /

-2166*6-2*-28reliable
-%3%3%3%*%3%-%2%*%-%3%

Everyone else is doing
it / client's like this

-413512-21-21method
-%5%2%2%1%1%-%2%1%-%2%

b

-210224-22*19More efficient
-%3%2%1%2%2%-%2%2%1%2%

Security / data
-285*2----14protection
-%3%1%2%*%1%-%-%-%-%1%

Speed - instantaneous /
-*72-3*2--12fast response
-%*%1%1%-%1%2%2%-%-%1%

Forced to by colleagues
/ system changes in the

-*31**-**-8company
-%1%*%*%*%*%-%*%*%-%1%

Unreliable postal
-242*2----7service
-%2%1%1%*%1%-%-%-%-%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*babaSignificance Level: 95%
11378282921213082112084411353Unweighted total
280612211105224119472301093Weighted total

Offers more creative
-*32*1-**-4choices
-%*%*%1%*%1%-%*%*%-%*%

Company budget has been
--22**-*-*4diverted to other media
-%-%*%1%*%*%-%*%-%*%*%

Good for sending
--1-1-----3invoices /attachments
-%-%*%-%1%-%-%-%-%-%*%

--2-------2For BACS transfers
-%-%*%-%-%-%-%-%-%-%*%

Increase in postal
--*-------*prices
-%-%*%-%-%-%-%-%-%-%*%

-----------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%

-1158*10*2*-22Other
-%1%2%4%*%4%*%2%*%-%2%

b

--42*3-**-8Don't know
-%-%1%1%*%1%-%*%*%-%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
8593717334552847597282281-985182301353Unweighted total
4393533244387626457193217-503581651093Weighted total

318628111519332923086114-2817383579Quicker
75%47%53%47%50%53%57%53%45%52%-%56%48%50%53%

b

1142171841372083257084-2012655347Cost saving
28%36%32%34%36%33%60%44%36%39%-%40%35%33%32%

-82993765115*63433-106425211Customer preferences
-%21%19%15%17%18%11%11%18%15%-%19%18%15%19%

Convenience / ease of
-3547153551321113-4281579use
-%9%9%6%9%8%80%3%6%6%-%9%8%9%7%

Reduce admin time spent
*1719101524*7912-2151052on alternative media

12%4%4%4%4%4%11%13%5%6%-%4%4%6%5%

ab

*823614192265-316749Environmental reasons
4%2%4%2%4%3%40%3%3%2%-%6%4%4%4%

b

11219111520*5117-213731Price of postage
25%3%4%5%4%3%11%8%6%3%-%4%4%4%3%

a

Proof of delivery / know
it has got there /

-61361114-*24-*9428reliable
-%2%3%2%3%2%-%*%1%2%-%*%2%2%3%

Everyone else is doing
it / client's like this

-8132814-*13-17421method
-%2%3%1%2%2%-%1%1%1%-%2%2%2%2%

*41061010-226-26619More efficient
7%1%2%2%3%2%-%3%1%3%-%5%2%3%2%

Security / data
-38287-**2-28214protection
-%1%1%1%2%1%-%*%*%1%-%3%2%1%1%

Speed - instantaneous /
-46357-*12-*5212fast response
-%1%1%1%1%1%-%1%*%1%-%1%2%1%1%

Forced to by colleagues
/ system changes in the

-22*13-*1*-*1*8company
-%1%*%*%*%*%-%1%*%*%-%1%*%*%1%

Unreliable postal
-24244-23*--427service
-%1%1%1%1%1%-%4%1%*%-%-%1%1%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
8593717334552847597282281-985182301353Unweighted total
4393533244387626457193217-503581651093Weighted total

Offers more creative
-33113-**1-*1*4choices
-%1%1%1%*%*%-%*%*%*%-%*%*%*%*%

Company budget has been
-12*12--**--114diverted to other media
-%*%*%*%*%*%-%-%*%*%-%-%*%*%*%

Good for sending
-*--**--11--*-3invoices /attachments
-%*%-%-%*%*%-%-%*%*%-%-%*%-%*%

--2--2--------2For BACS transfers
-%-%*%-%-%*%-%-%-%-%-%-%-%-%*%

Increase in postal
-**--*--------*prices
-%*%*%-%-%*%-%-%-%-%-%-%-%-%*%

---------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-714101214-175-*13422Other
-%2%3%4%3%2%-%1%4%2%-%*%4%2%2%

-24334-*21-*328Don't know
-%1%1%1%1%1%-%*%1%1%-%*%1%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
910164158967758702051682461353Unweighted total
512152439150029421521151671093Weighted total

176131832651822784681579Quicker
20%63%38%55%47%53%63%53%51%40%49%53%

bbb

19671431671613495062347Cost saving
15%81%39%30%37%33%54%31%32%43%37%32%

acdc

1-34828738242333211Customer preferences
14%-%19%16%21%17%11%19%16%20%20%19%

Convenience / ease of
--*42844111131379use
-%-%2%15%7%9%4%3%7%2%8%7%

bb

Reduce admin time spent
---1182233371052on alternative media
-%-%-%5%5%4%12%8%2%6%6%5%

cc

1*-49221132549Environmental reasons
10%3%-%16%2%4%4%3%2%2%3%4%

b

3---13171378931Price of postage
64%-%-%-%3%3%3%8%5%7%5%3%

Proof of delivery / know
it has got there /

-*2-613*262628reliable
-%3%11%-%1%3%*%5%4%2%4%3%

Everyone else is doing
it / client's like this

----712**2*121method
-%-%-%-%2%2%2%1%2%*%1%2%

--*-86-262219More efficient
-%-%2%-%2%1%-%5%4%1%1%2%

a

Security / data
---*36*-2**14protection
-%-%-%*%1%1%*%-%1%*%*%1%

Speed - instantaneous /
----46*-22212fast response
-%-%-%-%1%1%1%-%1%2%1%1%

Forced to by colleagues
/ system changes in the

----22*****8company
-%-%-%-%1%*%2%1%*%*%*%1%

Unreliable postal
--2-24222*27service
-%-%12%-%*%1%7%5%1%*%1%1%

abcb
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
910164158967758702051682461353Unweighted total
512152439150029421521151671093Weighted total

Offers more creative
----31**1**4choices
-%-%-%-%1%*%*%*%1%*%*%*%

Company budget has been
---*12--*-*4diverted to other media
-%-%-%2%*%*%-%-%*%-%*%*%

Good for sending
----*----1-3invoices /attachments
-%-%-%-%*%-%-%-%-%1%-%*%

-----2-----2For BACS transfers
-%-%-%-%-%*%-%-%-%-%-%*%

Increase in postal
----**-----*prices
-%-%-%-%*%*%-%-%-%-%-%*%

------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%

---*914-133322Other
-%-%-%2%2%3%-%2%2%2%2%2%

----24**3**8Don't know
-%-%-%-%1%1%1%*%2%*%*%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
109117536108513281255774132510271254100012411353Unweighted total

84815233841221599561210588009927659771093Weighted total

4419118437-116529325559411526393517579Quicker
52%60%56%52%-%54%53%53%53%51%53%51%53%53%

2625812257271311195339263317248316347Cost saving
31%38%36%31%100%33%31%32%32%33%32%32%32%32%

18417*177-47188124208149181144181211Customer preferences
22%11%1%21%-%22%19%20%20%19%18%19%19%19%

ab

Convenience / ease of
6310562-96943785874577279use

7%6%14%7%-%4%7%7%7%7%7%7%7%7%

Reduce admin time spent
453240-144833504247424552on alternative media

5%2%6%5%-%7%5%5%5%5%5%6%5%5%

339134-114834473447314649Environmental reasons
4%6%3%4%-%5%5%6%4%4%5%4%5%4%

255227-92819292528212831Price of postage
3%3%6%3%-%4%3%3%3%3%3%3%3%3%

Proof of delivery / know
it has got there /

185*21272217282021212128reliable
2%3%1%2%100%3%2%3%3%2%2%3%2%3%

Everyone else is doing
it / client's like this

183-18-41912201618171821method
2%2%-%2%-%2%2%2%2%2%2%2%2%2%

127215-81910191715101319More efficient
1%5%5%2%-%4%2%2%2%2%1%1%1%2%

bab

Security / data
102-11-11451281471414protection

1%1%-%1%-%1%1%1%1%1%1%1%1%1%

Speed - instantaneous /
111-12-31281281291212fast response

1%1%-%1%-%1%1%1%1%1%1%1%1%1%

Forced to by colleagues
/ system changes in the

7*-7-286878388company
1%*%-%1%-%1%1%1%1%1%1%*%1%1%

Unreliable postal
2433-255737477service
*%3%11%*%-%1%*%1%1%*%1%1%1%1%

ba
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
109117536108513281255774132510271254100012411353Unweighted total

84815233841221599561210588009927659771093Weighted total

Offers more creative
3--3-143443334choices
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

Company budget has been
21-2-*43432124diverted to other media
*%1%-%*%-%*%*%*%*%*%*%*%*%*%

Good for sending
2--2-133331113invoices /attachments
*%-%-%*%-%1%*%1%*%*%*%*%*%*%

2--2--22222-22For BACS transfers
*%-%-%*%-%-%*%*%*%*%*%-%*%*%

Increase in postal
*-----*-******prices
*%-%-%-%-%-%*%-%*%*%*%*%*%*%

--------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

20*-19-32213221321162122Other
2%*%-%2%-%1%2%2%2%2%2%2%2%2%

6-*6-585678868Don't know
1%-%1%1%-%2%1%1%1%1%1%1%1%1%

b

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 214  (continuation)                                                                                                                                                  Page 3792

QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bacbacbaba*baSignificance Level: 95%
-135310907017833886214921552112181353Unweighted total
-10938756014825273210419347101941093Weighted total

-5794563088129394539524696579Quicker
-%53%52%49%60%51%54%51%49%53%57%49%53%

-3472662357108202377621778347Cost saving
-%32%30%37%39%43%28%36%39%45%71%40%32%

cbb

-2111905135314117278327211Customer preferences
-%19%22%9%9%21%19%16%14%16%25%14%19%

ab

Convenience / ease of
-796061325513143-1779use
-%7%7%9%9%10%7%3%7%7%-%9%7%

a

Reduce admin time spent
-5239671036610221052on alternative media
-%5%4%10%5%4%5%6%5%4%18%5%5%

c

-49381811362123-1449Environmental reasons
-%4%4%1%5%4%5%2%6%7%-%7%4%

-312433911114**431Price of postage
-%3%3%5%2%3%1%11%2%1%5%2%3%

bbc

Proof of delivery / know
it has got there /

-2818551017*7*2528reliable
-%3%2%8%3%4%2%*%3%*%18%3%3%

ca

Everyone else is doing
it / client's like this

-21201**16412-321method
-%2%2%2%*%*%2%4%1%4%-%2%2%

cc

-19141431425--419More efficient
-%2%2%2%3%1%2%2%2%-%-%2%2%

Security / data
-14131-3822--214protection
-%1%2%1%-%1%1%2%1%-%-%1%1%

Speed - instantaneous /
-1210-15712--212fast response
-%1%1%-%1%2%1%1%1%-%-%1%1%

Forced to by colleagues
/ system changes in the

-87-**62*--*8company
-%1%1%-%*%*%1%2%*%-%-%*%1%

Unreliable postal
-724*421*1-17service
-%1%*%7%*%2%*%1%*%2%-%1%1%

acb
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

*bacbacbaba*baSignificance Level: 95%
-135310907017833886214921552112181353Unweighted total
-10938756014825273210419347101941093Weighted total

Offers more creative
-44--*3--*--4choices
-%*%*%-%-%*%*%-%-%*%-%-%*%

Company budget has been
-44--12--*--4diverted to other media
-%*%*%-%-%1%*%-%-%*%-%-%*%

Good for sending
-33---3*1--13invoices /attachments
-%*%*%-%-%-%*%*%*%-%-%*%*%

-2-2-2------2For BACS transfers
-%*%-%3%-%1%-%-%-%-%-%-%*%

acb

Increase in postal
-**----*----*prices
-%*%*%-%-%-%-%*%-%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2220-221824**422Other
-%2%2%-%1%1%2%2%2%*%1%2%2%

-88*-*622*-*8Don't know
-%1%1%*%-%*%1%2%1%*%-%*%1%

c
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
5313190517611732674793382241353Unweighted total
294852530481127203814911093Weighted total

1534171022213616942579Quicker
51%63%49%30%33%47%15%47%33%43%63%46%53%

aabbcd

413161318612816535347Cost saving
12%30%37%24%45%39%55%44%41%42%37%38%32%

d

71167893446118211Customer preferences
24%21%19%29%27%18%26%13%22%15%8%20%19%

a

Convenience / ease of
6*7*34*1122879use

19%10%8%1%9%8%3%5%3%4%18%9%7%

abcd

Reduce admin time spent
1-61*2**11-452on alternative media
4%-%7%5%1%5%*%1%7%3%-%4%5%

1-61*2**22*349Environmental reasons
4%-%7%3%1%3%3%2%9%4%1%4%4%

1*2**1*1*1*331Price of postage
4%3%3%1%1%3%1%4%*%3%2%3%3%

Proof of delivery / know
it has got there /

**1*-------*28reliable
*%1%2%*%-%-%-%-%-%-%-%1%3%

Everyone else is doing
it / client's like this

2-*1*2-2*2*221method
7%-%1%6%1%4%-%6%2%4%1%2%2%

bb

*-*--*-***-*19More efficient
1%-%*%-%-%1%-%1%1%1%-%*%2%

Security / data
*-1--1-*-*-114protection
1%-%1%-%-%3%-%*%-%*%-%2%1%

Speed - instantaneous /
--1---------12fast response
-%-%1%-%-%-%-%-%-%-%-%-%1%

Forced to by colleagues
/ system changes in the

---**-*-**-*8company
-%-%-%1%1%-%3%-%1%1%-%*%1%

Unreliable postal
--1---------7service
-%-%1%-%-%-%-%-%-%-%-%-%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
5313190517611732674793382241353Unweighted total
294852530481127203814911093Weighted total

Offers more creative
--**-*-***-14choices
-%-%*%1%-%1%-%1%1%1%-%1%*%

Company budget has been
*-*-**-----*4diverted to other media
1%-%*%-%1%1%-%-%-%-%-%*%*%

Good for sending
--1*1-1-11-13invoices /attachments
-%-%1%*%3%-%8%-%5%2%-%1%*%

ac

------------2For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%-%*%

Increase in postal
-*--*------**prices
-%3%-%-%*%-%-%-%-%-%-%*%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

--*1-*-****122Other
-%-%*%5%-%1%-%*%*%*%*%2%2%

b

--1-*-**-1**8Don't know
-%-%1%-%*%-%1%*%-%3%*%*%1%

a
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
78811199983128869031823691791353Unweighted total
629410011469101626515237901491093Weighted total

345051643753393971174876579Quicker
56%53%51%56%53%53%63%60%47%46%53%51%53%

dd

26243842262917164762553347Cost saving
42%26%38%36%37%28%27%24%31%15%28%35%32%

eke

1218231415186173292225211Customer preferences
19%19%23%13%22%18%10%26%21%24%25%17%19%

fiffiffi

Convenience / ease of
44359123114441779use
7%4%3%4%13%12%5%2%9%10%4%11%7%

eijkeijejeij

Reduce admin time spent
64192*22944952on alternative media
9%4%1%7%3%*%4%3%6%10%5%6%5%

gjgjgjggj

24166742852149Environmental reasons
3%5%1%5%9%7%6%3%5%14%3%1%4%

aaajajaja

--332-1349*731Price of postage
-%-%3%2%2%-%2%4%2%24%*%5%3%

ggkl

Proof of delivery / know
it has got there /

-224621122-728reliable
-%2%2%3%9%2%2%1%1%5%-%5%3%

bdegjldl

Everyone else is doing
it / client's like this

12--*32142*621method
1%2%-%-%*%3%3%2%3%5%1%4%2%

jij

-2642--1*-3-19More efficient
-%2%6%4%2%-%-%2%*%-%4%-%2%

adfgladgadadg

Security / data
2-*311111--314protection
3%-%*%3%1%1%2%2%1%-%-%2%1%

Speed - instantaneous /
21-2-1-*1-1512fast response
3%1%-%2%-%1%-%*%1%-%1%3%1%

dj

Forced to by colleagues
/ system changes in the

---2-211*2-*8company
-%-%-%2%-%2%1%1%*%5%-%*%1%

Unreliable postal
-2-2-2--1--*7service
-%2%-%1%-%2%-%-%*%-%-%*%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfed*cbaSignificance Level: 95%
78811199983128869031823691791353Unweighted total
629410011469101626515237901491093Weighted total

Offers more creative
*----*--1-*24choices
*%-%-%-%-%*%-%-%*%-%*%1%*%

Company budget has been
--*--*2-*-**4diverted to other media
-%-%*%-%-%*%3%-%*%-%1%*%*%

ad

Good for sending
--------1-2*3invoices /attachments
-%-%-%-%-%-%-%-%1%-%2%*%*%

-----------22For BACS transfers
-%-%-%-%-%-%-%-%-%-%-%1%*%

Increase in postal
--------*---*prices
-%-%-%-%-%-%-%-%*%-%-%-%*%

-------------Royal Mail strike action
-%-%-%-%-%-%-%-%-%-%-%-%-%

124422*11-2322Other
2%3%4%4%2%2%*%1%1%-%2%2%2%

d

-1*-*2--1-4*8Don't know
-%1%*%-%*%2%-%-%1%-%4%*%1%

adi
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
2783104942711353Unweighted total
2562832782751093Weighted total

136154149141579Quicker
53%54%53%51%53%

88968083347Cost saving
34%34%29%30%32%

53485456211Customer preferences
21%17%20%20%19%

Convenience / ease of
1125182479use

4%9%6%9%7%

dd

Reduce admin time spent
1011141752on alternative media

4%4%5%6%5%

71913949Environmental reasons
3%7%5%3%4%

d

3471631Price of postage
1%2%3%6%3%

bcd

Proof of delivery / know
it has got there /

4114928reliable
2%4%1%3%3%

b

Everyone else is doing
it / client's like this

337921method
1%1%3%3%2%

861319More efficient
3%2%1%1%2%

b

Security / data
254314protection
1%2%1%1%1%

Speed - instantaneous /
221612fast response
1%1%*%2%1%

b

Forced to by colleagues
/ system changes in the

-4228company
-%1%1%1%1%

d

Unreliable postal
241*7service
1%1%*%*%1%

b

Offers more creative
**124choices
*%*%*%1%*%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
2783104942711353Unweighted total
2562832782751093Weighted total

Company budget has been
**214diverted to other media
*%*%1%*%*%

Good for sending
--123invoices /attachments
-%-%*%1%*%

---22For BACS transfers
-%-%-%1%*%

Increase in postal
--*-*prices
-%-%*%-%*%

-----Royal Mail strike action
-%-%-%-%-%

872422Other
3%3%1%2%2%

bb

12148Don't know
*%1%*%1%1%
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QF6. Why have you moved post to other communication methods in the last 12 months?
Base: All who have changed postal comms to other method of communication in the last 12 months (QF4=1)

Columns Tested: a,b,c,d

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
572033951382693970160294563Unweighted total

871360103203512242261Weighted total

33831579125122131Royal Mail
36%41%62%51%56%46%50%42%46%50%50%

ee

31212184*124548DHL
38%10%16%20%17%18%11%17%20%19%18%

abc

--134****78UK Mail
-%-%11%5%3%2%2%1%2%3%3%

e

3338143*124043UPS
35%50%23%13%13%17%13%13%20%16%16%

ab

***7102**12122Yodel
3%2%2%12%10%8%2%8%9%9%9%

221101431123538Parcelforce
20%34%11%17%13%15%22%16%14%14%15%

2*210203*124043Hermes
28%6%17%17%20%15%15%14%15%17%17%

221592*112325FedEx
19%33%5%8%9%12%14%13%11%9%10%

-----------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%

---12*-*-55DX
-%-%-%2%2%*%-%1%-%2%2%

e

MHI (Mail Handling
-----------International)
-%-%-%-%-%-%-%-%-%-%-%

---------11Pitney Bowes
-%-%-%-%-%-%-%-%-%*%*%

2416132**12931TNT Express
27%68%5%10%13%9%3%9%11%12%12%

abc

Whistl (Previously known
-*--2*--*22as TNT Post)
-%1%-%-%1%1%-%-%1%1%1%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

44825459136110119Other
44%57%64%41%44%48%42%53%47%45%46%

ab

33831579125122131NET: Royal Mail
36%41%62%51%56%46%50%42%46%50%50%

ee
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
572033951382693970160294563Unweighted total

871360103203512242261Weighted total

NET: Provider other than
87114878162410192208RM

91%100%84%80%76%81%78%82%81%79%79%

a

1-2122541125054NET: RM ONLY
9%-%16%20%24%19%22%18%19%21%21%

e

NET: Provider other than
545294611136120131RM ONLY

64%59%38%49%44%54%50%58%54%50%50%

ac
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
596771366353854773318551838563Unweighted total

91013230212338501710271330261Weighted total

5461161510222310312615131Royal Mail
52%42%45%51%70%44%57%47%56%30%46%50%48%50%

cfhjkl

2114523514*2102548DHL
17%7%11%19%10%15%14%29%3%18%37%18%15%18%

eeleiklaeghijk

lm

-*171*12---2*8UK Mail
-%*%8%3%4%1%3%4%-%-%-%17%1%3%

clm

1114033611245*743UPS
8%12%9%17%14%13%15%22%13%38%17%1%22%16%

kmm

21118131*4113322Yodel
23%15%8%8%4%13%3%*%23%9%4%26%12%9%

cfgijkfgfffcfgijkf

2113423692141638Parcelforce
26%5%9%15%9%13%15%18%12%9%13%10%22%15%

ijkllll

1123934563335743Hermes
6%13%16%17%14%17%14%13%18%29%12%37%22%17%

mm

*112231642111125FedEx
2%13%11%10%14%5%17%9%12%10%5%11%5%10%

mmmmmm

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*5-112---1-5DX
-%-%*%2%-%5%3%4%-%-%-%8%-%2%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1------1--1Pitney Bowes
-%-%-%*%-%-%-%-%-%-%4%-%-%*%

j

*212832372322331TNT Express
4%16%8%12%14%10%8%13%12%27%8%18%11%12%

m

Whistl (Previously known
*-11----1-*--2as TNT Post)
1%-%5%*%-%-%-%-%6%-%*%-%-%1%

jfj

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

4481039111923568617119Other
48%46%61%45%40%46%49%46%27%60%30%48%56%46%

ccejccce
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
596771366353854773318551838563Unweighted total

91013230212338501710271330261Weighted total

5461161510222310312615131NET: Royal Mail
52%42%45%51%70%44%57%47%56%30%46%50%48%50%

cfhjkl

NET: Provider other than
781018213182642139231227208RM

80%81%81%79%59%80%69%84%76%89%83%92%88%79%

iiiigiigi

22247951284151354NET: RM ONLY
20%19%19%21%41%20%31%16%24%11%17%8%12%21%

acfjklmaf

NET: Provider other than
46711461317267715616131RM ONLY

48%58%55%49%30%56%43%53%44%70%54%50%52%50%

iiiiii
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
8647719836520039231456914649563Unweighted total
28234811809121875305274261Weighted total

161153992491043614214*131Royal Mail
56%49%48%51%55%49%55%47%48%48%50%9%50%

64217311672135*5-48DHL
22%18%21%17%17%33%27%18%15%4%18%-%18%

deh

17524-*3-*1-8UK Mail
2%3%7%1%4%-%1%3%-%6%4%-%3%

a

340934114112627*43UPS
10%17%11%19%12%21%15%16%20%31%25%1%16%

bh

*2271672172-2122Yodel
2%9%8%9%8%8%15%10%8%-%6%25%9%

b

1371721192*5723138Parcelforce
5%16%21%12%20%11%3%6%22%31%9%38%15%

babee

6371726141115516*43Hermes
22%16%21%15%16%3%17%20%15%26%22%1%17%

aggg

223817112*6221-25FedEx
9%10%10%10%13%11%1%8%7%46%3%-%10%

b

-------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5232--1--2-5DX
-%2%3%2%2%-%-%1%-%-%8%-%2%

deh

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1------1Pitney Bowes
4%-%-%1%-%5%-%-%-%-%-%-%*%

aeh

42713189*-12313131TNT Express
13%12%16%10%10%*%-%16%11%22%13%29%12%

agggg

Whistl (Previously known
*1111--*---*2as TNT Post)
1%1%1%1%1%-%-%*%-%-%-%8%1%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

101094178418340131131119Other
37%47%50%44%45%41%39%52%42%28%46%29%46%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
8647719836520039231456914649563Unweighted total
28234811809121875305274261Weighted total

161153992491043614214*131NET: Royal Mail
56%49%48%51%55%49%55%47%48%48%50%9%50%

NET: Provider other than
20188671417316761244213208RM
71%81%82%78%80%77%84%81%78%75%76%92%79%

b

8451439185115717*54NET: RM ONLY
29%19%18%22%20%23%16%19%22%25%24%8%21%

a

NET: Provider other than
1211942894111440163143131RM ONLY
44%51%52%49%45%51%45%53%52%52%50%91%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339533128535563Unweighted total

523816820241261Weighted total

27198313118131Royal Mail
51%48%50%64%49%50%

863434648DHL
16%16%20%14%19%18%

413-88UK Mail
7%3%2%-%3%3%

a

1032943943UPS
19%9%17%22%16%16%

b

631312122Yodel
11%7%8%5%9%9%

652753338Parcelforce
11%12%16%27%14%15%

1043014243Hermes
19%10%18%6%17%17%

721522325FedEx
13%6%9%11%10%10%

------Secured Mail
-%-%-%-%-%-%

2-3145DX
4%-%2%5%2%2%

b

MHI (Mail Handling
------International)
-%-%-%-%-%-%

--1-11Pitney Bowes
-%-%1%-%*%*%

5322*3031TNT Express
9%7%13%1%13%12%

Whistl (Previously known
**1*12as TNT Post)
1%*%1%1%1%1%

------Citipost
-%-%-%-%-%-%

2819716114119Other
54%50%42%29%47%46%

a

27198313118131NET: Royal Mail
51%48%50%64%49%50%

NET: Provider other than
433013215193208RM
83%79%79%74%80%79%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339533128535563Unweighted total

523816820241261Weighted total

983654854NET: RM ONLY
17%21%21%26%20%21%

NET: Provider other than
2520857123131RM ONLY
49%52%50%36%51%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
15024217125538---1321125413563Unweighted total

401081147254---**633222261Weighted total

2157533128---**318109131Royal Mail
53%52%47%41%50%-%-%-%100%17%41%56%49%50%

101820247---*-193848DHL
25%17%18%22%18%-%-%-%100%-%22%26%17%18%

ba

51217-----1438UK Mail
12%1%1%14%3%-%-%-%-%-%15%11%1%3%

abai

62512142-----153743UPS
15%24%10%19%16%-%-%-%-%-%20%14%17%16%

ac

6710121-----141722Yodel
14%7%9%19%8%-%-%-%-%-%20%13%8%9%

ba

61122137-----143238Parcelforce
15%10%19%20%14%-%-%-%-%-%22%13%15%15%

b

72017242-----253643Hermes
18%18%15%22%16%-%-%-%-%-%23%17%16%17%

41110224----*222125FedEx
10%10%9%23%9%-%-%-%-%17%24%7%10%10%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

131-5------145DX
3%3%1%-%2%-%-%-%-%-%-%3%2%2%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-------11Pitney Bowes
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

51115130----*142631TNT Express
12%10%13%9%12%-%-%-%-%17%9%12%12%12%

Whistl (Previously known
*-2*2-----*-22as TNT Post)
*%-%1%1%1%-%-%-%-%-%2%-%1%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1754484115---**413102119Other
43%50%42%61%45%-%-%-%100%100%58%40%46%46%

2157533128---**318109131NET: Royal Mail
53%52%47%41%50%-%-%-%100%17%41%56%49%50%

NET: Provider other than
3189887201---**625176208RM
79%82%77%99%79%-%-%-%100%100%99%75%80%79%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
15024217125538---1321125413563Unweighted total

401081147254---**633222261Weighted total

81926*54-----*84554NET: RM ONLY
21%18%23%1%21%-%-%-%-%-%1%25%20%21%

NET: Provider other than
1951614127----*415112131RM ONLY
47%48%53%59%50%-%-%-%-%83%59%44%51%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349400177199413269379563Unweighted total
--2237150168588116590142261Weighted total

--2*1276832943814969131Royal Mail
-%-%96%21%46%28%50%49%50%53%49%54%49%50%

b

----*22332121325162048DHL
-%-%-%-%4%31%15%19%20%16%15%18%14%18%

aaa

----**66246548UK Mail
-%-%-%-%2%5%4%4%3%5%4%6%3%3%

--1-*1262881927132343UPS
-%-%46%-%4%10%17%17%13%23%17%15%16%16%

abe

----**1217571351322Yodel
-%-%-%-%10%5%8%10%8%8%8%6%9%9%

b

--1-1121219923102238Parcelforce
-%-%48%-%42%8%14%12%15%11%14%11%16%15%

----*1253091627142543Hermes
-%-%-%-%3%20%17%18%16%20%16%15%18%17%

--1-*114187916111425FedEx
-%-%46%-%6%12%9%11%12%11%10%13%10%10%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*--145135445DX
-%-%2%-%-%16%3%3%2%4%3%5%3%2%

a

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------1-1-11-1Pitney Bowes
-%-%-%-%-%-%1%-%2%-%1%1%-%*%

afaf

----1115207817101531TNT Express
-%-%-%-%40%10%10%12%13%10%10%11%10%12%

Whistl (Previously known
-----*2***2*22as TNT Post)
-%-%-%-%-%1%1%*%*%*%1%*%1%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---21377772645844572119Other
-%-%-%85%52%39%51%46%44%56%51%49%51%46%

ef

--2*1276832943814969131NET: Royal Mail
-%-%96%21%46%28%50%49%50%53%49%54%49%50%

b
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349400177199413269379563Unweighted total
--2237150168588116590142261Weighted total

NET: Provider other than
--1226117136466612968112208RM
-%-%50%85%60%93%78%81%79%82%78%75%78%79%

a

--1*1*3332121536223154NET: RM ONLY
-%-%50%15%40%7%22%19%21%18%22%25%22%21%

b

NET: Provider other than
--*11575852938844273131RM ONLY
-%-%4%79%54%72%50%51%50%47%51%46%51%50%

a
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051122-11137186563Unweighted total
120364165*-***1277261Weighted total

*10162332*--**-142131Royal Mail
21%50%45%55%49%68%-%-%100%100%-%46%54%50%

14659*-**-**1248DHL
75%19%18%12%14%100%-%100%100%-%4%5%16%18%

-22*1------138UK Mail
-%10%7%1%2%-%-%-%-%-%-%41%4%3%

abb

-26514*-*---*1943UPS
-%12%16%13%22%32%-%100%-%-%-%2%24%16%

-3234*-*---1622Yodel
-%16%6%8%7%32%-%100%-%-%-%49%7%9%

ac

-36312------*938Parcelforce
-%16%16%7%18%-%-%-%-%-%-%2%12%15%

bbb

14687------11543Hermes
96%18%18%20%11%-%-%-%-%-%-%47%19%17%

-*3210------*825FedEx
-%2%10%5%15%-%-%-%-%-%-%7%11%10%

dbd

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1211-------35DX
-%6%6%3%2%-%-%-%-%-%-%-%4%2%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1--------1Pitney Bowes
-%-%-%-%2%-%-%-%-%-%-%-%-%*%

-2339------*831TNT Express
-%12%9%7%13%-%-%-%-%-%-%5%10%12%

Whistl (Previously known
-*-*1-----*-*2as TNT Post)
-%*%-%1%2%-%-%-%-%-%4%-%*%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

110191833*--**1242119Other
100%51%54%44%51%68%-%-%100%100%96%98%54%46%

*10162332*--**-142131NET: Royal Mail
21%50%45%55%49%68%-%-%100%100%-%46%54%50%

NET: Provider other than
118283051*-***1263208RM

100%88%78%72%78%100%-%100%100%100%100%100%81%79%

b
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051122-11137186563Unweighted total
120364165*-***1277261Weighted total

-281214-------1554NET: RM ONLY
-%12%22%28%22%-%-%-%-%-%-%-%19%21%

d

NET: Provider other than
110201833*-*--1136131RM ONLY

79%50%55%45%51%32%-%100%-%-%100%54%46%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
25387575067612110442474264563Unweighted total
101543023124552214181730261Weighted total

4771411610231*9111013131Royal Mail
39%50%47%50%43%31%60%20%66%58%58%43%50%

ca

*257414*8-422548DHL
2%16%24%18%18%3%16%-%26%11%15%15%18%

*617*-3-21**8UK Mail
*%4%4%3%2%-%6%-%16%6%1%1%3%

ab

1263407*11-253843UPS
12%17%11%17%31%3%22%-%18%27%20%27%16%

-131211*51*21222Yodel
-%8%4%9%6%1%10%80%1%13%7%5%9%

d

*234345*4-321338Parcelforce
1%15%12%15%20%1%8%-%19%11%8%10%15%

a

22583541111154443Hermes
21%16%26%15%16%22%21%80%9%30%21%15%17%

ad

1154223*6*31*425FedEx
12%10%12%9%12%3%11%3%21%6%1%14%10%

bcb

-------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-5-5--3-12--5DX
-%3%-%2%-%-%6%-%8%12%-%-%2%

caab

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1---------1Pitney Bowes
11%-%4%-%-%-%-%-%-%-%-%-%*%

a

116625215*1*2531TNT Express
12%10%19%11%9%22%9%3%4%1%13%17%12%

cc

Whistl (Previously known
-2-2*-*-*---2as TNT Post)
-%1%-%1%*%-%*%-%1%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 215  (continuation)                                                                                                                                                  Page 3815

QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
25387575067612110442474264563Unweighted total
101543023124552214181730261Weighted total

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

57713107135272610918119Other
55%50%42%46%55%98%52%100%41%57%56%59%46%

4771411610231*9111013131NET: Royal Mail
39%50%47%50%43%31%60%20%66%58%58%43%50%

ca

NET: Provider other than
91192718119542212171225208RM

87%77%89%78%81%100%80%100%82%90%71%82%79%

b

1353504-10-225654NET: RM ONLY
13%23%11%22%19%-%20%-%18%10%29%18%21%

c

NET: Provider other than
6771611513321158717131RM ONLY

61%50%53%50%57%69%40%80%34%42%42%57%50%

ad
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-613541205514410463717563Unweighted total
-181304424575181412261Weighted total

-762221429113612131Royal Mail
-%39%48%50%58%51%27%73%47%100%50%

-519658114148DHL
-%29%15%15%22%13%29%8%31%10%18%

ab

--3113-2*28UK Mail
-%-%2%3%5%4%-%12%1%17%3%

-4219811232443UPS
-%20%16%21%32%19%52%18%18%36%16%

-212634*2*322Yodel
-%10%9%13%11%8%5%12%3%26%9%

-319563153338Parcelforce
-%19%15%10%24%6%23%25%21%26%15%

a

-4228412173343Hermes
-%20%17%19%18%20%25%37%19%29%17%

-110654121225FedEx
-%6%8%14%21%6%26%12%11%19%10%

a

-----------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%

--4*12-1-15DX
-%-%3%*%4%4%-%6%-%9%2%

MHI (Mail Handling
-----------International)
-%-%-%-%-%-%-%-%-%-%-%

------1---1Pitney Bowes
-%-%-%-%-%-%23%-%-%-%*%

-412644123-31TNT Express
-%20%10%13%16%8%21%13%19%-%12%

b

Whistl (Previously known
--2*-*----2as TNT Post)
-%-%1%1%-%*%-%-%-%-%1%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

-116423123321397119Other
-%60%50%52%50%58%50%73%66%56%46%

-762221429113612131NET: Royal Mail
-%39%48%50%58%51%27%73%47%100%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-613541205514410463717563Unweighted total
-181304424575181412261Weighted total

NET: Provider other than
-151033223444171410208RM
-%84%79%73%96%76%98%93%100%82%79%

a

-32712114*1-254NET: RM ONLY
-%16%21%27%4%24%2%7%-%18%21%

b

NET: Provider other than
-1168221028357-131RM ONLY
-%61%52%50%42%49%73%27%53%-%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331160248357-50139136-45239105563Unweighted total
21011256582135-165756-137839261Weighted total

*4964394664-73133-34218131Royal Mail
22%49%51%59%56%48%-%44%55%58%-%24%54%47%50%

acc

1171991619-587-416748DHL
75%16%15%14%19%14%-%32%15%12%-%28%20%18%18%

ab

-44354-*13-*328UK Mail
-%4%3%4%6%3%-%1%2%5%-%*%5%4%3%

12125161223-41611-4111043UPS
68%21%20%25%15%17%-%27%28%19%-%34%14%26%16%

abbb

*7115513-346-*4422Yodel
6%7%9%8%6%9%-%16%7%10%-%3%5%10%9%

*17189922-156-*8338Parcelforce
3%17%15%13%11%16%-%7%9%11%-%3%10%8%15%

*1518121223-2811-111643Hermes
22%15%15%18%14%17%-%11%14%19%-%11%14%14%17%

-9137914-147-28625FedEx
-%9%10%11%11%10%-%3%6%12%-%17%10%16%10%

---------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-34344--32--425DX
-%3%3%5%5%3%-%-%6%4%-%-%6%6%2%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------1111Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%8%1%3%*%

b

*10127814-157-27631TNT Express
3%10%10%10%10%10%-%3%8%12%-%18%9%16%12%

Whistl (Previously known
-11**2-***--**2as TNT Post)
-%1%1%*%*%1%-%*%*%*%-%-%*%1%1%

---------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*5262364068-103031-73620119Other
25%51%49%55%49%50%-%60%52%56%-%53%47%52%46%

*4964394664-73133-34218131NET: Royal Mail
22%49%51%59%56%48%-%44%55%58%-%24%54%47%50%

acc
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331160248357-50139136-45239105563Unweighted total
21011256582135-165756-137839261Weighted total

NET: Provider other than
281965260105-144644-115832208RM

100%80%76%79%73%78%-%84%81%79%-%85%75%83%79%

-2030142229-31112-220754NET: RM ONLY
-%20%24%21%27%22%-%16%19%21%-%15%25%17%21%

NET: Provider other than
15262273770-92623-103621131RM ONLY

78%51%49%41%44%52%-%56%45%42%-%76%46%53%50%

cab
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4661526131330369678135563Unweighted total
241710212267372749261Weighted total

1316536524201431131Royal Mail
83%69%61%94%52%53%31%57%55%53%63%50%

eeee

1--213222363848DHL
63%-%-%35%13%18%26%43%17%11%15%18%

abc

-1--25**3118UK Mail
-%28%-%-%1%4%1%3%7%5%3%3%

11-*192411981443UPS
63%31%-%3%19%20%21%19%25%31%29%16%

11-*813*231322Yodel
80%25%-%1%8%11%2%22%9%4%6%9%

abce

-1-*15171145538Parcelforce
-%31%-%3%15%14%14%15%11%18%11%15%

*2*114191166743Hermes
17%46%28%16%14%16%8%12%18%20%15%17%

*1-*811**33325FedEx
17%25%-%2%8%9%3%4%9%11%7%10%

------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%

----34--1235DX
-%-%-%-%3%4%-%-%3%8%7%2%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

-----------1Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%*%

--**911**43631TNT Express
-%-%28%1%8%9%5%6%12%9%13%12%

Whistl (Previously known
----11*****2as TNT Post)
-%-%-%-%1%1%1%1%*%*%*%1%

------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%

1312485844221525119Other
83%69%72%33%48%47%64%55%62%55%51%46%

1316536524201431131NET: Royal Mail
83%69%61%94%52%53%31%57%55%53%63%50%

eeee
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4661526131330369678135563Unweighted total
241710212267372749261Weighted total

NET: Provider other than
2414779455302439208RM

100%100%100%56%76%77%78%81%81%89%80%79%

---3252811731054NET: RM ONLY
-%-%-%44%24%23%22%19%19%11%20%21%

NET: Provider other than
*1**495743161318131RM ONLY

17%31%39%6%48%47%69%43%45%47%37%50%

abcd
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4656717454-142521299550441523422518563Unweighted total
211338201-53236129251189236177234261Weighted total

103213101-25116641259811889118131Royal Mail
48%65%39%50%-%47%49%50%50%52%50%50%51%50%

b

397136-144120463441284148DHL
18%22%16%18%-%26%17%15%18%18%17%16%17%18%

ab

42-5-264866468UK Mail
2%8%-%3%-%4%3%3%3%3%3%2%3%3%

b

347133-114124423340273943UPS
16%21%13%16%-%21%17%19%17%17%17%15%17%16%

175-17-72112211919151922Yodel
8%15%-%9%-%13%9%9%9%10%8%8%8%9%

334132-73416373034253438Parcelforce
15%13%14%16%-%12%14%13%15%16%14%14%14%15%

337331-113923423240334043Hermes
16%23%39%16%-%20%16%18%17%17%17%19%17%17%

212119-32311241722182225FedEx
10%7%16%10%-%5%10%9%10%9%9%10%9%10%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

32-5-254555545DX
2%7%-%3%-%4%2%3%2%3%2%3%2%2%

b

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----111111111Pitney Bowes
-%-%-%-%-%2%*%1%*%1%*%1%*%*%

262125-82920302529222931TNT Express
12%8%14%12%-%15%12%16%12%13%12%12%12%12%

Whistl (Previously known
2--1-*21222222as TNT Post)
1%-%-%*%-%1%1%1%1%1%1%1%1%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

9815497-23108621148110685104119Other
46%45%48%48%-%44%46%48%45%43%45%48%44%46%

103213101-25116641259811889118131NET: Royal Mail
48%65%39%50%-%47%49%50%50%52%50%50%51%50%

b
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4656717454-142521299550441523422518563Unweighted total
211338201-53236129251189236177234261Weighted total

NET: Provider other than
169246160-44187107200152187140185208RM

80%75%81%80%-%82%79%83%80%80%79%79%79%79%

428140-104921513849374954NET: RM ONLY
20%25%19%20%-%18%21%17%20%20%21%21%21%21%

NET: Provider other than
109115100-28120641269111889116131RM ONLY

52%35%61%50%-%53%51%50%50%48%50%50%49%50%

a
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2453184682169102400608322392563Unweighted total
110152209114047192224212*48261Weighted total

547610282022999228*26131Royal Mail
49%50%49%75%49%47%52%42%54%68%100%54%50%

202937391234283-1148DHL
18%19%18%23%21%25%18%10%20%29%-%22%18%

a

614-326*12-38UK Mail
6%1%2%-%8%4%3%1%3%17%-%7%3%

ac

172634361129392-1143UPS
16%17%16%29%14%23%15%15%21%18%-%23%16%

b

914171461524*-422Yodel
8%9%8%12%10%12%8%8%10%2%-%9%9%

21173016629281-938Parcelforce
19%11%14%10%14%13%15%11%20%10%-%20%15%

a

14303031110267112-1143Hermes
12%20%14%23%28%22%14%32%26%13%-%22%17%

bcbb

10151914716352-725FedEx
9%10%9%11%9%15%8%12%11%20%-%14%10%

b

-------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

413112211--15DX
4%1%2%9%3%4%1%5%3%-%-%2%2%

abb

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-1-1--11Pitney Bowes
-%1%-%-%3%-%1%-%3%-%-%2%*%

c

92126151117372-831TNT Express
8%14%12%5%12%23%9%13%16%21%-%16%12%

bb

Whistl (Previously known
1*2*-*1*----2as TNT Post)
1%*%1%*%-%1%1%*%-%-%-%-%1%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

497092721258411225*23119Other
45%46%44%60%52%52%44%49%52%42%40%49%46%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2453184682169102400608322392563Unweighted total
110152209114047192224212*48261Weighted total

547610282022999228*26131NET: Royal Mail
49%50%49%75%49%47%52%42%54%68%100%54%50%

NET: Provider other than
86122162103642148183612*43208RM
78%80%77%85%88%88%77%83%87%99%40%91%79%

cb

2430472564445**454NET: RM ONLY
22%20%23%15%12%12%23%17%13%1%60%9%21%

ac

NET: Provider other than
5675106320259313194-22131RM ONLY
51%50%51%25%51%53%48%58%46%32%-%46%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
56313436256112134208571269117759387563Unweighted total
26173151124750822149346917152261Weighted total

1313965423244512292039676131Royal Mail
50%54%41%48%48%48%55%57%59%58%57%34%50%50%

bbb

481412359113781152348DHL
18%19%10%21%10%17%13%15%14%23%16%27%15%18%

aaa

83-23312*23-68UK Mail
3%4%-%2%7%5%2%11%1%7%4%-%4%3%

baacb

43732391015613101732743UPS
16%9%23%20%19%21%18%28%26%29%24%19%18%16%

ddda

226211366234611222Yodel
9%8%12%10%7%11%8%12%6%13%8%6%8%9%

38103176813478932338Parcelforce
15%14%19%15%12%15%15%19%14%23%12%16%15%15%

c

4311326310155691252743Hermes
17%15%17%24%7%21%19%26%12%26%18%27%17%17%

ada

258213268255721425FedEx
10%11%11%12%5%12%9%10%10%16%10%14%9%10%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

51-31141213155DX
2%1%-%3%2%2%5%5%4%3%5%6%4%2%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1------111Pitney Bowes
*%-%-%-%2%-%-%-%-%-%-%6%1%*%

bacd

317*19337252621631TNT Express
12%9%3%17%7%6%9%8%10%7%8%15%10%12%

acd

Whistl (Previously known
2*-1*-1-*-**22as TNT Post)
1%*%-%1%*%-%1%-%*%-%*%*%1%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1193255326254012251638878119Other
46%44%35%47%54%50%49%59%52%48%54%46%51%46%

c
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
56313436256112134208571269117759387563Unweighted total
26173151124750822149346917152261Weighted total

1313965423244512292039676131NET: Royal Mail
50%54%41%48%48%48%55%57%59%58%57%34%50%50%

bbb

NET: Provider other than
2085312963842621937285616120208RM

79%73%77%86%80%83%76%94%75%84%80%91%79%79%

dacda

5419316982011251423254NET: RM ONLY
21%27%23%14%20%17%24%6%25%16%20%9%21%21%

bbbbb

NET: Provider other than
1313395824263792014301176131RM ONLY

50%46%59%52%52%52%45%43%41%42%43%66%50%50%

acd
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

563563Unweighted total
261261Weighted total

131131Royal Mail
50%50%

4848DHL
18%18%

88UK Mail
3%3%

4343UPS
16%16%

2222Yodel
9%9%

3838Parcelforce
15%15%

4343Hermes
17%17%

2525FedEx
10%10%

--Secured Mail
-%-%

55DX
2%2%

MHI (Mail Handling
--International)
-%-%

11Pitney Bowes
*%*%

3131TNT Express
12%12%

Whistl (Previously known
22as TNT Post)
1%1%

--Citipost
-%-%

119119Other
46%46%

131131NET: Royal Mail
50%50%

NET: Provider other than
208208RM

79%79%

5454NET: RM ONLY
21%21%

NET: Provider other than
131131RM ONLY

50%50%
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QN1. Thinking now about sending small parcels, those that are under 2 kilograms in general. Which providers can you think of? IF NECESSARY: By this we mean companies who deliver
small parcels in the UK.
Base: All respondents

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
572033951382693970160294563Unweighted total

871360103203512242261Weighted total

649438315249182197Royal Mail
72%62%69%72%81%75%70%77%75%75%75%

**2131**178DHL
4%1%16%2%3%4%6%2%5%3%3%

abe

*-126*-**1212UK Mail
1%-%10%4%6%2%-%1%2%5%5%

ee

*-1*31***67UPS
2%-%8%*%3%4%4%4%3%3%3%

b

*--11*-*-22Yodel
1%-%-%2%1%1%-%2%-%1%1%

*--23****67Parcelforce
1%-%-%4%3%1%2%2%1%3%2%

*---5***-67Hermes
1%-%-%-%5%2%6%3%-%3%3%

bbbb

***2-****33FedEx
2%1%2%3%-%2%7%2%1%1%1%

ab

-----------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%

---2-**-*22DX
-%-%-%4%-%1%4%-%*%1%1%

a

MHI (Mail Handling
-----------International)
-%-%-%-%-%-%-%-%-%-%-%

---------11Pitney Bowes
-%-%-%-%-%-%-%-%-%*%*%

*1*-3**-*56TNT Express
2%16%*%-%3%2%4%-%3%2%2%

Whistl (Previously known
*1-12*-**45as TNT Post)
1%17%-%2%2%2%-%2%2%2%2%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

214181651135560Other
29%22%31%30%15%26%31%24%25%23%23%

aaa

649438315249182197NET: Royal Mail
72%62%69%72%81%75%70%77%75%75%75%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
572033951382693970160294563Unweighted total

871360103203512242261Weighted total

NET: Provider other than
347243371248997RM

34%57%50%40%32%37%45%37%35%37%37%

537367012238152165NET: RM ONLY
66%43%50%60%68%63%55%63%65%63%63%

NET: Provider other than
234172051136064RM ONLY

28%38%31%28%19%25%30%23%25%25%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
596771366353854773318551838563Unweighted total

91013230212338501710271330261Weighted total

671017416182639134221322197Royal Mail
70%71%76%76%74%79%69%78%77%43%82%99%74%75%

*-*8-*22*-3--8DHL
2%-%*%4%-%1%6%4%1%-%13%-%-%3%

laehijkl

m

--*122134--*1*12UK Mail
-%-%3%5%9%5%8%9%-%-%*%8%1%5%

clmclmclm

---7-111--4**7UPS
-%-%-%3%-%5%3%2%-%-%13%1%1%3%

aefijkl

m

-*-21------1-2Yodel
-%3%-%1%5%-%-%-%-%-%-%8%-%1%

j

**1511-1-1*-17Parcelforce
1%*%8%2%4%5%-%2%-%10%1%-%4%2%

cgjlm

---7--31-1*1-7Hermes
-%-%-%3%-%-%9%2%-%9%*%10%-%3%

cjklm

*-13------2-*3FedEx
1%-%5%1%-%-%-%-%-%-%9%-%1%1%

jfgjlm

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*2--11-*---2DX
-%-%*%1%-%-%3%2%-%1%-%-%-%1%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---1------1--1Pitney Bowes
-%-%-%*%-%-%-%-%-%-%4%-%-%*%

j

***511*-1-1-16TNT Express
1%1%3%2%4%5%*%-%6%-%4%-%4%2%

ff

Whistl (Previously known
***42*1-1-*--5as TNT Post)
1%3%2%2%9%1%3%-%6%-%*%-%-%2%

cfjf

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

33252351312462*860Other
32%31%13%23%13%23%33%24%23%57%6%1%26%23%

cikcikcccikccc
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
596771366353854773318551838563Unweighted total

91013230212338501710271330261Weighted total

671017416182639134221322197NET: Royal Mail
70%71%76%76%74%79%69%78%77%43%82%99%74%75%

NET: Provider other than
3448679191857921097RM

33%38%29%38%34%38%51%37%30%67%31%12%34%37%

ck

66914414141931123191120165NET: RM ONLY
67%62%71%62%66%62%49%63%70%33%69%88%66%63%

gg

NET: Provider other than
33356651211465*864RM ONLY

30%29%24%24%26%21%31%22%23%57%18%1%26%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
8647719836520039231456914649563Unweighted total
28234811809121875305274261Weighted total

20177581397215560205173197Royal Mail
71%76%72%77%80%74%56%80%65%93%63%70%75%

bdbd

17263*21*-1*8DHL
5%3%3%3%4%1%26%2%*%-%4%1%3%

1115741-5-*1-12UK Mail
4%5%7%4%5%5%-%7%-%6%4%-%5%

d

16162*12--1-7UPS
4%3%1%3%3%*%13%3%-%-%5%-%3%

-2-2*--11---2Yodel
-%1%-%1%*%-%-%1%3%-%-%-%1%

h

15*63--1-11-7Parcelforce
4%2%*%4%4%-%-%1%-%21%4%-%2%

b

*6242-13--*-7Hermes
1%3%3%2%3%-%13%4%-%-%*%-%3%

*3*32*-1-*--3FedEx
*%1%*%2%2%*%-%1%-%7%-%-%1%

-------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-211------2DX
-%1%-%1%1%5%-%-%-%-%-%-%1%

e

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1--1-1------1Pitney Bowes
4%-%-%1%-%5%-%-%-%-%-%-%*%

aeh

*6145--1*-*-6TNT Express
*%2%2%2%5%-%-%1%*%-%1%-%2%

Whistl (Previously known
-52311-*1-1-5as TNT Post)
-%2%2%2%1%5%-%*%3%-%4%-%2%

ee

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

6542237165316918160Other
21%23%28%21%18%26%31%21%30%23%30%29%23%

hh

20177581397215560205173197NET: Royal Mail
71%76%72%77%80%74%56%80%65%93%63%70%75%

bdbd
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
8647719836520039231456914649563Unweighted total
28234811809121875305274261Weighted total

NET: Provider other than
1087326433952411112197RM
35%37%40%36%37%43%58%32%37%28%43%30%37%

18147491165712351194163165NET: RM ONLY
65%63%60%64%63%57%42%68%63%72%57%70%63%

NET: Provider other than
856234218541511*10164RM ONLY

29%24%28%23%20%26%44%20%35%7%37%30%25%

eheh
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339533128535563Unweighted total

523816820241261Weighted total

392812817180197Royal Mail
74%73%76%85%75%75%

116-88DHL
2%3%3%-%3%3%

41611112UK Mail
7%3%4%5%5%5%

3*4-77UPS
6%*%2%-%3%3%

ab

11*-22Yodel
2%3%*%-%1%1%

aa

*14157Parcelforce
*%3%3%5%2%2%

3*3-77Hermes
6%1%2%-%3%3%

ab

*21-33FedEx
1%4%1%-%1%1%

a

------Secured Mail
-%-%-%-%-%-%

*-2-22DX
*%-%1%-%1%1%

MHI (Mail Handling
------International)
-%-%-%-%-%-%

--1-11Pitney Bowes
-%-%1%-%*%*%

**5-66TNT Express
*%*%3%-%2%2%

Whistl (Previously known
112-55as TNT Post)
2%4%1%-%2%2%

------Citipost
-%-%-%-%-%-%

13103735760Other
25%27%22%16%23%23%

392812817180197NET: Royal Mail
74%73%76%85%75%75%

NET: Provider other than
20166059197RM
39%40%36%26%38%37%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 216  (continuation)                                                                                                                                                  Page 3836

QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339533128535563Unweighted total

523816820241261Weighted total

322310815150165NET: RM ONLY
61%60%64%74%62%63%

NET: Provider other than
14113936164RM ONLY
26%27%24%15%25%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
15024217125538---1321125413563Unweighted total

401081147254---**633222261Weighted total

3079884193---**426167197Royal Mail
75%73%77%62%76%-%-%-%100%65%61%78%75%75%

242*8-----*268DHL
4%4%2%1%3%-%-%-%-%-%1%5%3%3%

552111-----14712UK Mail
12%5%2%13%4%-%-%-%-%-%14%11%3%5%

abai

43--7------437UPS
10%3%-%-%3%-%-%-%-%-%-%12%1%3%

abaai

1*1-2------112Yodel
3%*%1%-%1%-%-%-%-%-%-%4%1%1%

bai

*33*6-----**67Parcelforce
*%3%3%1%3%-%-%-%-%-%1%*%3%2%

231-7------247Hermes
6%3%1%-%3%-%-%-%-%-%-%7%2%3%

aai

1*2*3-----*133FedEx
2%*%2%2%1%-%-%-%-%-%2%2%1%1%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*11-2------*22DX
*%1%1%-%1%-%-%-%-%-%-%*%1%1%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-------11Pitney Bowes
-%1%-%-%*%-%-%-%-%-%-%-%*%*%

*23*6-----**56TNT Express
1%2%3%1%2%-%-%-%-%-%1%1%2%2%

Whistl (Previously known
112*5-----*145as TNT Post)
3%1%2%3%2%-%-%-%-%-%3%3%2%2%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

92922257----*275060Other
23%27%19%36%23%-%-%-%-%35%36%21%23%23%

3079884193---**426167197NET: Royal Mail
75%73%77%62%76%-%-%-%100%65%61%78%75%75%

NET: Provider other than
174436493----*4147997RM
44%40%31%54%37%-%-%-%-%35%56%42%36%37%

a
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
15024217125538---1321125413563Unweighted total

401081147254---**633222261Weighted total

2264783161---**319142165NET: RM ONLY
56%60%69%46%63%-%-%-%100%65%44%58%64%63%

c

NET: Provider other than
102926362----*375564RM ONLY
25%27%23%38%24%-%-%-%-%35%39%22%25%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349400177199413269379563Unweighted total
--2237150168588116590142261Weighted total

--1113111122416111967105197Royal Mail
-%-%52%78%52%44%74%73%71%76%72%74%74%75%

b

----**67436368DHL
-%-%-%-%2%3%4%4%6%3%4%3%4%3%

----1*8102598712UK Mail
-%-%-%-%40%4%5%6%4%6%5%9%5%5%

----*-45264337UPS
-%-%-%-%2%-%3%3%4%7%2%3%2%3%

abcf

---*--22*12122Yodel
-%-%-%6%-%-%2%1%*%1%1%1%2%1%

-----1432*6267Parcelforce
-%-%-%-%-%17%3%2%4%*%3%3%4%2%

adddd

-----*44*44237Hermes
-%-%-%-%-%4%3%3%*%5%3%3%2%3%

e

-----*23112223FedEx
-%-%-%-%-%6%1%2%1%1%1%2%1%1%

a

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----*21**2122DX
-%-%-%-%-%2%1%1%*%*%1%1%2%1%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

------1-1-11-1Pitney Bowes
-%-%-%-%-%-%1%-%2%-%1%1%-%*%

afaf

-----*43114336TNT Express
-%-%-%-%-%2%2%2%2%2%2%3%2%2%

Whistl (Previously known
----**44114245as TNT Post)
-%-%-%-%2%1%2%2%2%2%2%2%3%2%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--1*123644161940223460Other
-%-%48%22%44%30%24%26%27%23%24%25%24%23%

--1113111122416111967105197NET: Royal Mail
-%-%52%78%52%44%74%73%71%76%72%74%74%75%

b
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349400177199413269379563Unweighted total
--2237150168588116590142261Weighted total

NET: Provider other than
--1*146167253168395697RM
-%-%48%22%48%59%40%40%42%39%41%43%39%37%

a

--1113901013350975287165NET: RM ONLY
-%-%52%78%52%41%60%60%58%61%59%57%61%63%

b

NET: Provider other than
--1*143946172046243864RM ONLY
-%-%48%22%48%56%26%27%29%24%28%26%26%25%

a
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051122-11137186563Unweighted total
120364165*-***1277261Weighted total

114263046*--***259197Royal Mail
79%72%74%74%70%68%-%-%100%100%18%100%76%75%

-*113-------38DHL
-%2%3%3%5%-%-%-%-%-%-%-%3%3%

-1313------1412UK Mail
-%5%10%3%5%-%-%-%-%-%-%41%5%5%

-***3*-*---*67UPS
-%1%1%*%5%32%-%100%-%-%-%2%8%3%

b

--11--------12Yodel
-%-%3%3%-%-%-%-%-%-%-%-%2%1%

-*113-------*7Parcelforce
-%1%3%3%5%-%-%-%-%-%-%-%*%2%

-*121-------47Hermes
-%1%3%5%2%-%-%-%-%-%-%-%6%3%

-*1**-------13FedEx
-%1%4%1%*%-%-%-%-%-%-%-%1%1%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*1-1-------*2DX
-%1%3%-%2%-%-%-%-%-%-%-%*%1%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

----1--------1Pitney Bowes
-%-%-%-%2%-%-%-%-%-%-%-%-%*%

-***3-------16TNT Express
-%2%*%1%5%-%-%-%-%-%-%-%2%2%

c

Whistl (Previously known
-1**2-------15as TNT Post)
-%6%*%1%3%-%-%-%-%-%-%-%2%2%

bc

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*6101113-----1*1860Other
21%32%27%26%20%-%-%-%-%-%82%2%23%23%

114263046*--***259197NET: Royal Mail
79%72%74%74%70%68%-%-%100%100%18%100%76%75%

NET: Provider other than
*8151727*-*--112997RM

21%41%42%41%42%32%-%100%-%-%82%44%38%37%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051122-11137186563Unweighted total
120364165*-***1277261Weighted total

112212438*--***148165NET: RM ONLY
79%59%58%59%58%68%-%-%100%100%18%56%62%63%

NET: Provider other than
*691119*-*--1-1964RM ONLY

21%28%26%26%30%32%-%100%-%-%82%-%24%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
25387575067612110442474264563Unweighted total
101543023124552214181730261Weighted total

71112717018440110131423197Royal Mail
75%72%88%74%76%77%76%83%74%68%82%77%75%

a

-6*81-1-***28DHL
-%4%*%4%5%-%2%-%1%1%*%7%3%

-9210*-4-31**12UK Mail
-%6%7%4%1%-%8%-%23%6%*%1%5%

cabc

13162-4-11*37UPS
11%2%4%2%9%-%7%-%9%7%1%11%3%

-2-2*-1--1-*2Yodel
-%2%-%1%*%-%2%-%-%6%-%*%1%

-6-7*---***-7Parcelforce
-%4%-%3%1%-%-%-%*%1%*%-%2%

-416*-4-11117Hermes
-%3%4%2%1%-%8%-%8%6%7%4%3%

c

-2-3*-*-**-*3FedEx
-%1%-%1%2%-%*%-%*%1%-%1%1%

-------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

-2-2*---*--*2DX
-%1%-%1%1%-%-%-%*%-%-%*%1%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

1-1---------1Pitney Bowes
11%-%4%-%-%-%-%-%-%-%-%-%*%

a

13151-*-*-*16TNT Express
11%2%4%2%5%-%*%-%*%-%1%4%2%

a

Whistl (Previously known
*4*5*-1-1*-*5as TNT Post)
*%2%1%2%*%-%3%-%8%*%-%1%2%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

2393574114*373560Other
17%25%10%25%17%23%26%17%25%38%17%18%23%

bab
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
25387575067612110442474264563Unweighted total
101543023124552214181730261Weighted total

71112717018440110131423197NET: Royal Mail
75%72%88%74%76%77%76%83%74%68%82%77%75%

a

NET: Provider other than
4649887123*8841097RM

38%41%28%38%30%23%44%17%58%46%24%34%37%

abb

690221431742916101320165NET: RM ONLY
62%59%72%62%70%77%56%83%42%54%76%66%63%

cdd

NET: Provider other than
2434616113*463764RM ONLY

25%28%12%26%24%23%24%17%26%32%18%23%25%

b
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-613541205514410463717563Unweighted total
-181304424575181412261Weighted total

-10933122393161211197Royal Mail
-%57%71%71%92%69%73%90%88%97%75%

ca

-261*2***-8DHL
-%14%5%3%*%4%1%1%1%-%3%

ab

--6314-2-212UK Mail
-%-%4%8%4%6%-%11%-%17%5%

c

-23224***27UPS
-%14%2%4%10%6%6%*%2%18%3%

ab

--11-1-1-12Yodel
-%-%1%2%-%2%-%6%-%9%1%

-*5*-*----7Parcelforce
-%1%4%*%-%*%-%-%-%-%2%

a

-*2213-1-27Hermes
-%1%2%5%4%6%-%6%-%18%3%

-*2****-*-3FedEx
-%1%2%*%*%1%1%-%*%-%1%

-----------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%

-*2*-*----2DX
-%*%2%*%-%*%-%-%-%-%1%

MHI (Mail Handling
-----------International)
-%-%-%-%-%-%-%-%-%-%-%

------1---1Pitney Bowes
-%-%-%-%-%-%23%-%-%-%*%

-*221*-**-6TNT Express
-%2%1%4%5%*%-%*%*%-%2%

a

Whistl (Previously known
-142*1-**-5as TNT Post)
-%7%3%4%1%2%-%*%2%-%2%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

-63312316*22160Other
-%36%26%26%14%27%6%11%13%13%23%

b
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-613541205514410463717563Unweighted total
-181304424575181412261Weighted total

-10933122393161211197NET: Royal Mail
-%57%71%71%92%69%73%90%88%97%75%

ca

NET: Provider other than
-95318725142597RM
-%53%41%42%28%43%31%23%15%39%37%

-877261733314117165NET: RM ONLY
-%47%59%58%72%57%69%77%85%61%63%

NET: Provider other than
-83713218122*64RM ONLY
-%43%29%29%8%31%27%10%12%3%25%

bb
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331160248357-50139136-45239105563Unweighted total
21011256582135-165756-137839261Weighted total

*7293486197-94144-55727197Royal Mail
6%72%74%74%74%72%-%55%71%79%-%42%73%69%75%

cccc

165336-231-1318DHL
68%6%4%4%3%4%-%14%4%2%-%10%3%3%3%

ab

*77487-*24--7112UK Mail
4%7%5%5%10%5%-%1%4%7%-%-%9%3%5%

ac

133523-464-2337UPS
68%3%2%7%2%2%-%27%10%6%-%19%4%7%3%

ababab

-*1112--*1--*12Yodel
-%*%1%2%1%2%-%-%*%2%-%-%*%3%1%

b

-24*26-***-*2*7Parcelforce
-%2%4%*%3%4%-%*%*%*%-%*%3%*%2%

c

-22323-123-*117Hermes
-%2%2%5%3%3%-%7%4%6%-%1%2%4%3%

*21122-*11-*2*3FedEx
4%2%1%1%2%2%-%1%1%1%-%1%2%*%1%

---------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-22*12--**-*1*2DX
-%2%2%*%1%2%-%-%*%*%-%*%2%*%1%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----------1111Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%8%1%3%*%

b

-32*23-*1*-1236TNT Express
-%2%1%*%2%2%-%1%2%*%-%11%2%7%2%

bb

Whistl (Previously known
-23124-*1*-*225as TNT Post)
-%2%2%2%2%3%-%1%3%*%-%1%2%4%2%

---------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*2729162133-61612-5201060Other
19%27%23%24%25%24%-%37%28%22%-%40%25%26%23%

ab
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331160248357-50139136-45239105563Unweighted total
21011256582135-165756-137839261Weighted total

*7293486197-94144-55727197NET: Royal Mail
6%72%74%74%74%72%-%55%71%79%-%42%73%69%75%

cccc

NET: Provider other than
14449253555-102519-9331797RM

94%44%39%38%43%41%-%61%43%34%-%70%43%45%37%

abab

*5776404780-63237-44421165NET: RM ONLY
6%56%61%62%57%59%-%39%57%66%-%30%57%55%63%

cccc

NET: Provider other than
12933172237-71712-8211264RM ONLY

94%28%26%26%26%28%-%45%29%21%-%58%27%31%25%

abab
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4661526131330369678135563Unweighted total
241710212267372749261Weighted total

24*6759234252235197Royal Mail
100%100%33%82%74%75%40%52%69%82%73%75%

ecdede

---*451*2*38DHL
-%-%-%1%4%4%19%2%6%1%5%3%

abcd

-1-*67-*41112UK Mail
-%21%-%1%6%5%-%2%10%5%3%5%

a

1--**5214167UPS
63%-%-%1%*%4%36%18%10%5%12%3%

babcb

----*1--1*-2Yodel
-%-%-%-%*%1%-%-%3%*%-%1%

a

----24*****7Parcelforce
-%-%-%-%2%4%1%2%1%*%*%2%

---1231*2127Hermes
-%-%-%16%2%3%19%3%6%5%5%3%

abcd

--*-21****13FedEx
-%-%5%-%2%1%2%2%1%2%1%1%

------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%

----22*****2DX
-%-%-%-%2%2%1%1%*%1%*%1%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

-----------1Pitney Bowes
-%-%-%-%-%-%-%-%-%-%-%*%

----11***116TNT Express
-%-%-%-%1%1%3%3%1%4%3%2%

Whistl (Previously known
----24*-**15as TNT Post)
-%-%-%-%2%3%2%-%1%1%3%2%

------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%

1-112829241141260Other
63%-%61%20%27%24%38%57%29%15%25%23%

babcb

24*6759234252235197NET: Royal Mail
100%100%33%82%74%75%40%52%69%82%73%75%

ecdede
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4661526131330369678135563Unweighted total
241710212267372749261Weighted total

NET: Provider other than
11124049551782197RM

63%21%67%36%39%40%82%67%47%31%43%37%

abcabcb

13*4627312191928165NET: RM ONLY
37%79%33%64%61%60%18%33%53%69%57%63%

decdede

NET: Provider other than
--112631431151364RM ONLY
-%-%67%18%26%25%60%48%31%18%27%25%

abcabb
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4656717454-142521299550441523422518563Unweighted total
211338201-53236129251189236177234261Weighted total

156275151-4117692190148175131173197Royal Mail
74%82%61%75%-%76%74%72%76%78%74%74%74%75%

62-7-375868588DHL
3%7%-%4%-%6%3%4%3%3%3%3%3%3%

7316-21161291171112UK Mail
3%10%14%3%-%4%5%5%5%5%5%4%5%5%

b

42-5-564756367UPS
2%7%-%2%-%8%2%3%3%3%3%2%3%3%

bab

*2-*-122222*22Yodel
*%6%-%*%-%2%1%2%1%1%1%*%1%1%

bb

6*-4-*61746667Parcelforce
3%*%-%2%-%*%3%1%3%2%3%3%3%2%

32-4-263777677Hermes
2%7%-%2%-%4%2%3%3%3%3%3%3%3%

b

3*-2-*3*313133FedEx
1%*%-%1%-%*%1%*%1%1%1%1%1%1%

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

11-2--21212122DX
1%3%-%1%-%-%1%1%1%1%1%1%1%1%

b

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-----111111111Pitney Bowes
-%-%-%-%-%2%*%1%*%1%*%1%*%*%

5--4-265646466TNT Express
2%-%-%2%-%3%2%4%2%2%2%2%2%2%

Whistl (Previously known
3221-253545555as TNT Post)
1%6%25%*%-%3%2%3%2%2%2%3%2%2%

b

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

525250-145636564155455560Other
25%14%29%25%-%25%24%28%22%22%23%25%24%23%

156275151-4117692190148175131173197NET: Royal Mail
74%82%61%75%-%76%74%72%76%78%74%74%74%75%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4656717454-142521299550441523422518563Unweighted total
211338201-53236129251189236177234261Weighted total

NET: Provider other than
7613470-228956936791699197RM
36%40%54%35%-%41%38%43%37%35%38%39%39%37%

136194131-3114773158122145109143165NET: RM ONLY
64%60%46%65%-%59%62%57%63%65%62%61%61%63%

NET: Provider other than
556350-136036614161476164RM ONLY
26%18%39%25%-%24%26%28%24%22%26%26%26%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2453184682169102400608322392563Unweighted total
110152209114047192224212*48261Weighted total

81116153113336146153811*42197Royal Mail
74%76%73%96%82%76%76%67%90%90%81%89%75%

366*226*1--18DHL
2%4%3%1%6%5%3%1%3%-%-%2%3%

756-666*22-412UK Mail
6%4%3%-%16%13%3%1%5%17%-%9%5%

cab

4341224131-57UPS
3%2%2%9%5%5%2%6%8%10%-%10%3%

111-1-2-1--12Yodel
1%1%1%-%3%-%1%-%3%-%-%2%1%

424-2231----7Parcelforce
4%1%2%-%5%4%2%5%-%-%-%-%2%

4221316-3--37Hermes
4%2%1%9%8%2%3%-%8%-%-%7%3%

c

133--*21*--*3FedEx
*%2%2%-%-%1%1%5%*%-%-%*%1%

b

-------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%

11*-22*-----2DX
1%1%*%-%5%5%*%-%-%-%-%-%1%

cb

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

-1--1-1-1--11Pitney Bowes
-%1%-%-%3%-%1%-%3%-%-%2%*%

c

246-*22111-26TNT Express
2%2%3%-%*%5%1%5%3%9%-%4%2%

bb

Whistl (Previously known
144**221*--*5as TNT Post)
1%2%2%*%1%3%1%4%1%-%-%*%2%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

263352251144551*660Other
24%22%25%14%13%23%23%22%11%10%19%12%23%

a

81116153113336146153811*42197NET: Royal Mail
74%76%73%96%82%76%76%67%90%90%81%89%75%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2453184682169102400608322392563Unweighted total
110152209114047192224212*48261Weighted total

NET: Provider other than
42547531822659124*1697RM
39%36%36%24%45%47%34%43%30%36%19%34%37%

b

67971349222512713297*31165NET: RM ONLY
61%64%64%76%55%53%66%57%70%64%81%66%63%

c

NET: Provider other than
293656171246741*564RM ONLY
26%24%27%4%18%24%24%33%10%10%19%11%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
56313436256112134208571269117759387563Unweighted total
26173151124750822149346917152261Weighted total

1975510893335561634265012109197Royal Mail
75%75%66%79%70%70%69%80%68%77%72%70%72%75%

83-4*16*213168DHL
3%5%-%4%1%3%7%*%5%4%4%8%4%3%

122-62332134*912UK Mail
5%3%-%6%5%5%4%11%3%10%5%*%6%5%

acb

72*31*3*535147UPS
3%3%1%3%3%1%3%1%9%7%7%8%3%3%

bcdaaa

21-1-*11*11-22Yodel
1%1%-%1%-%*%1%6%*%3%2%-%1%1%

ad

7113114****467Parcelforce
2%2%7%3%3%2%5%*%*%*%*%26%4%2%

aacdc

72-4-342234*47Hermes
3%3%-%4%-%6%5%11%5%10%6%1%3%3%

aab

31*11**-****23FedEx
1%1%*%*%3%1%*%-%1%1%1%1%1%1%

b

--------------Secured Mail
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

2--2**2*-**122DX
1%-%-%2%*%*%3%1%-%*%*%6%2%1%

acd

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

1---1------111Pitney Bowes
*%-%-%-%2%-%-%-%-%-%-%6%1%*%

bacd

61-5*-1-*1*146TNT Express
2%2%-%4%*%-%1%-%*%4%*%7%3%2%

cc

Whistl (Previously known
52-2**1**11*35as TNT Post)
2%3%-%2%*%*%1%*%1%3%2%*%2%2%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

601952012152251561943960Other
23%26%34%18%25%30%26%25%30%18%27%25%25%23%

b
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
56313436256112134208571269117759387563Unweighted total
26173151124750822149346917152261Weighted total

1975510893335561634265012109197NET: Royal Mail
75%75%66%79%70%70%69%80%68%77%72%70%72%75%

NET: Provider other than
97276421821369201529106597RM
37%37%42%37%39%42%43%43%41%43%42%59%42%37%

ac

1654697029294612291940787165NET: RM ONLY
63%63%58%63%61%58%57%57%59%57%58%41%58%63%

bb

NET: Provider other than
641852414152641682054364RM ONLY
25%25%34%21%30%30%31%20%32%23%28%30%28%25%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 216  (continuation)                                                                                                                                                  Page 3857

QN2. And for sending letters which companies can you think of?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

563563Unweighted total
261261Weighted total

197197Royal Mail
75%75%

88DHL
3%3%

1212UK Mail
5%5%

77UPS
3%3%

22Yodel
1%1%

77Parcelforce
2%2%

77Hermes
3%3%

33FedEx
1%1%

--Secured Mail
-%-%

22DX
1%1%

MHI (Mail Handling
--International)
-%-%

11Pitney Bowes
*%*%

66TNT Express
2%2%

Whistl (Previously known
55as TNT Post)
2%2%

--Citipost
-%-%

6060Other
23%23%

197197NET: Royal Mail
75%75%

NET: Provider other than
9797RM
37%37%

165165NET: RM ONLY
63%63%

NET: Provider other than
6464RM ONLY
25%25%
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QN2. And for sending letters which companies can you think of?
Base: All respondents

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbaedcbaSignificance Level: 95%
49132969752283367128184412Unweighted total

6411425216259148164Weighted total

639404715258137152Royal Mail
98%78%85%97%91%96%98%98%94%92%93%

**--21***56DHL
2%1%-%-%4%5%13%6%2%4%4%

ab

----***-**1UK Mail
-%-%-%-%1%2%7%-%2%*%*%

ac

***-1***-11UPS
1%1%1%-%2%1%5%2%-%1%1%

b

-*-*-*--*-*Yodel
-%1%-%*%-%1%-%-%2%-%*%

**-131***45Parcelforce
1%2%-%2%5%7%15%5%5%3%3%

a

*-*111***34Hermes
1%-%3%3%2%3%9%5%1%2%2%

b

-*-**1***12FedEx
-%1%-%*%*%3%9%2%3%1%1%

a

-*---**-*-*Secured Mail
-%1%-%-%-%1%2%-%1%-%*%

a

---1-****11DX
-%-%-%3%-%1%2%1%1%1%1%

MHI (Mail Handling
-----**---*International)
-%-%-%-%-%*%2%-%-%-%*%

a

**-*-1***23Pitney Bowes
1%1%-%*%-%3%2%8%1%1%2%

ab

1----***-22TNT Express
14%-%-%-%-%2%9%1%-%1%1%

ababe

Whistl (Previously known
----***---*as TNT Post)
-%-%-%-%*%*%2%-%-%-%*%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

***211***34Someone else
3%2%1%5%2%6%7%9%5%2%3%

aa

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 217                                                                                                                                                                  Page 3859

QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbaedcbaSignificance Level: 95%
49132969752283367128184412Unweighted total

6411425216259148164Weighted total

Have not sent a letter
/parcel in the last

*12141***910month
2%22%15%3%9%3%2%1%5%6%6%

639404715258137152NET: Royal Mail
98%78%85%97%91%96%98%98%94%92%93%

NET: Provider other than
1**5631111620RM

21%5%4%11%12%21%31%27%14%11%12%

aabab

539364112247122134NET: RM ONLY
78%73%82%86%80%76%67%72%80%83%82%

d

NET: Provider other than
*--*-*-**22RM ONLY
1%-%-%*%-%1%-%1%1%1%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
475558252252535542213421323412Unweighted total

7791411416233010714818164Weighted total

669130141323299712717152Royal Mail
96%87%100%92%94%80%100%96%91%100%84%87%93%93%

cjlcl

***6-1*---3-16DHL
2%1%*%4%-%7%*%-%-%-%24%-%6%4%

fgjklm

--**-*----**-1UK Mail
-%-%3%*%-%1%-%-%-%-%*%2%-%*%

j

---1--*---*-11UPS
-%-%-%1%-%-%*%-%-%-%1%-%6%1%

*--*------*--*Yodel
1%-%-%*%-%-%-%-%-%-%*%-%-%*%

***511*-*-1*15Parcelforce
2%2%5%3%6%7%*%-%1%-%8%4%6%3%

f

***3-2---1**-4Hermes
1%5%1%2%-%13%-%-%-%16%*%4%-%2%

--*2----*-1*-2FedEx
-%-%1%1%-%-%-%-%1%-%9%2%-%1%

fjlm

*--*--*------*Secured Mail
1%-%-%*%-%-%*%-%-%-%-%-%-%*%

--*1--*1-----1DX
-%-%1%1%-%-%*%4%-%-%-%-%-%1%

MHI (Mail Handling
---*--*------*International)
-%-%-%*%-%-%*%-%-%-%-%-%-%*%

-**2-**1--1--3Pitney Bowes
-%2%1%2%-%*%*%4%-%-%9%-%-%2%

jm

--*2--***11--2TNT Express
-%-%*%2%-%-%*%*%1%14%7%-%-%1%

jl

Whistl (Previously known
-*-----------*as TNT Post)
-%1%-%-%-%-%-%-%-%-%-%-%-%*%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***41-*1*-1**4Someone else
2%1%*%3%6%-%*%4%1%-%9%2%1%3%

jk
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
475558252252535542213421323412Unweighted total

7791411416233010714818164Weighted total

Have not sent a letter
/parcel in the last

*1-912-11-11110month
2%13%-%6%6%14%-%4%9%-%8%13%7%6%

gkmk

669130141323299712717152NET: Royal Mail
96%87%100%92%94%80%100%96%91%100%84%87%93%93%

cjlcl

NET: Provider other than
*111812*3*26*220RM
4%8%11%13%6%15%1%11%4%31%42%4%13%12%

gfgjklm

66811413112326957714134NET: RM ONLY
94%79%89%81%87%71%99%85%87%69%50%84%80%82%

cjlccccfjlc

NET: Provider other than
*--2-1----1--2RM ONLY
1%-%-%1%-%6%-%-%-%-%8%-%-%1%

fjkl

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 217  (continuation)                                                                                                                                                  Page 3862

QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
673451552571563219855710476412Unweighted total
18146601046517634232161164Weighted total

1513756966016632202161152Royal Mail
87%93%94%92%92%94%100%93%88%95%100%100%93%

dh

24*6*3-11-*-6DHL
14%2%*%6%1%20%-%4%4%-%1%-%4%

abbdeh

-1***-**----1UK Mail
-%*%1%*%*%-%5%*%-%-%-%-%*%

*1-1--*1--*-1UPS
*%1%-%1%-%-%1%3%-%-%*%-%1%

h

*****--*----*Yodel
1%*%*%*%*%-%-%*%-%-%-%-%*%

331531***-1-5Parcelforce
15%2%1%4%4%7%5%*%*%-%6%-%3%

aee

13132--*11-*4Hermes
7%2%1%3%2%-%-%*%5%57%-%3%2%

ae

1**1*1-*--**2FedEx
7%*%*%1%1%6%-%*%-%-%*%3%1%

aeh

****---*----*Secured Mail
*%*%*%*%-%-%-%*%-%-%-%-%*%

*1-11*-*----1DX
*%1%-%1%2%*%-%*%-%-%-%-%1%

MHI (Mail Handling
*--*---*----*International)
*%-%-%*%-%-%-%*%-%-%-%-%*%

12*3*1*1--*-3Pitney Bowes
7%1%*%2%*%7%1%3%-%-%1%-%2%

adh

11111--1*-*-2TNT Express
6%1%2%1%2%-%-%3%1%-%1%-%1%

a

Whistl (Previously known
-**-*-------*as TNT Post)
-%*%*%-%*%-%-%-%-%-%-%-%*%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

*4132*****1-4Someone else
2%3%2%3%4%1%2%*%*%5%8%-%3%

e
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
673451552571563219855710476412Unweighted total
18146601046517634232161164Weighted total

Have not sent a letter
/parcel in the last

19465--32*--10month
7%6%6%6%8%-%-%7%8%2%-%-%6%

bb

1513756966016632202161152NET: Royal Mail
87%93%94%92%92%94%100%93%88%95%100%100%93%

dh

NET: Provider other than
5154168314211*20RM

29%10%6%15%12%20%13%10%7%62%9%3%12%

ab

1112353825213528201141134NET: RM ONLY
65%84%88%79%80%80%87%82%85%36%91%97%82%

ba

NET: Provider other than
11-2*1-*1*--2RM ONLY
6%1%-%2%*%6%-%*%4%2%-%-%1%

aehh
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1038622216396412Unweighted total

33319811153164Weighted total

3229909143152Royal Mail
96%93%92%90%93%93%

*15*66DHL
1%4%5%2%4%4%

1-*-11UK Mail
2%-%*%-%*%*%

-*1-11UPS
-%*%1%-%1%1%

*-*-**Yodel
*%-%*%-%*%*%

*14145Parcelforce
1%4%4%13%3%3%

-*4-44Hermes
-%1%4%-%3%2%

c

-1*-22FedEx
-%4%*%-%1%1%

ac

*-*-**Secured Mail
*%-%*%-%*%*%

*-1-11DX
*%-%1%-%1%1%

MHI (Mail Handling
--*-**International)
-%-%*%-%*%*%

**2-33Pitney Bowes
*%1%2%-%2%2%

--2-22TNT Express
-%-%2%-%1%1%

Whistl (Previously known
--*-**as TNT Post)
-%-%*%-%*%*%

------Citipost
-%-%-%-%-%-%

1*3-44Someone else
4%1%3%-%3%3%

Have not sent a letter
/parcel in the last

1171910month
4%3%7%10%6%6%

3229909143152NET: Royal Mail
96%93%92%90%93%93%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1038622216396412Unweighted total

33319811153164Weighted total

NET: Provider other than
231421820RM
7%9%15%14%12%12%

3027768126134NET: RM ONLY
89%87%78%76%82%82%

a

NET: Provider other than
-11-22RM ONLY
-%4%1%-%1%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
1222009018394----315104290412Unweighted total

2580584160----*421139164Weighted total

2575524148----*421127152Royal Mail
100%93%89%100%93%-%-%-%-%100%100%100%92%93%

abai

*41*6-----**66DHL
1%6%2%1%4%-%-%-%-%-%1%1%4%4%

**--1------**1UK Mail
2%*%-%-%*%-%-%-%-%-%-%2%*%*%

*1-*1-----**11UPS
1%1%-%1%1%-%-%-%-%-%1%1%1%1%

-*--*-------**Yodel
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*41-5------*55Parcelforce
2%5%2%-%3%-%-%-%-%-%-%2%4%3%

*21-4------*44Hermes
1%3%2%-%2%-%-%-%-%-%-%1%3%2%

*1-*1-----**12FedEx
1%2%-%3%1%-%-%-%-%-%3%1%1%1%

-*--*-------**Secured Mail
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*1--1------*11DX
*%1%-%-%1%-%-%-%-%-%-%*%1%1%

MHI (Mail Handling
-*--*-------**International)
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*2-*3-----**23Pitney Bowes
2%3%-%3%2%-%-%-%-%-%3%1%2%2%

*2--2------*22TNT Express
*%3%-%-%1%-%-%-%-%-%-%1%2%1%

Whistl (Previously known
-*--*-------**as TNT Post)
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

121-4------134Someone else
4%3%2%-%3%-%-%-%-%-%-%5%2%3%

Have not sent a letter
/parcel in the last

-36-10-------1010month
-%4%11%-%6%-%-%-%-%-%-%-%7%6%

cbcbb

2575524148----*421127152NET: Royal Mail
100%93%89%100%93%-%-%-%-%100%100%100%92%93%

abai
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
1222009018394----315104290412Unweighted total

2580584160----*421139164Weighted total

NET: Provider other than
2135*20-----*21820RM
8%16%8%4%12%-%-%-%-%-%4%9%13%12%

c

2364474130----*419111134NET: RM ONLY
92%80%81%96%82%-%-%-%-%100%96%91%80%82%

abai

NET: Provider other than
*2--2------*22RM ONLY
*%3%-%-%1%-%-%-%-%-%-%*%1%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349302146166412269378412Unweighted total
--2237150110425916490141164Weighted total

--2237139104405915285132152Royal Mail
-%-%100%100%100%100%92%94%97%100%93%95%93%93%

abcef

-----*622*6536DHL
-%-%-%-%-%2%4%2%6%1%4%5%2%4%

adfdad

------11**1111UK Mail
-%-%-%-%-%-%*%1%1%*%*%1%*%*%

-----*111*1111UPS
-%-%-%-%-%1%1%1%3%*%1%1%1%1%

------********Yodel
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----142415445Parcelforce
-%-%-%-%-%20%3%2%9%2%3%4%3%3%

aabcdf

-----1332-4144Hermes
-%-%-%-%-%19%2%3%4%-%2%1%3%2%

adbddd

-----*1***21*2FedEx
-%-%-%-%-%2%1%*%1%*%1%1%*%1%

------********Secured Mail
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

--*---11**1111DX
-%-%2%-%-%-%1%1%*%*%1%1%1%1%

MHI (Mail Handling
------**--**-*International)
-%-%-%-%-%-%*%*%-%-%*%*%-%*%

--*-**221*3223Pitney Bowes
-%-%2%-%2%2%2%1%4%1%2%2%1%2%

---*--21112212TNT Express
-%-%-%6%-%-%1%1%2%2%1%2%1%1%

Whistl (Previously known
-----*-**-****as TNT Post)
-%-%-%-%-%1%-%*%*%-%*%*%*%*%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---*-*42134334Someone else
-%-%-%9%-%2%3%2%1%4%3%3%2%3%

Have not sent a letter
/parcel in the last

------1061*104910month
-%-%-%-%-%-%6%5%3%*%6%4%6%6%

ddddd
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349302146166412269378412Unweighted total
--2237150110425916490141164Weighted total

--2237139104405915285132152NET: Royal Mail
-%-%100%100%100%100%92%94%97%100%93%95%93%93%

abcef

NET: Provider other than
--***218107520141420RM
-%-%4%16%2%24%12%9%17%8%12%15%10%12%

aadfdf

--223512394335413473118134NET: RM ONLY
-%-%96%84%98%76%82%86%80%92%82%81%84%82%

abce

NET: Provider other than
------21**2112RM ONLY
-%-%-%-%-%-%1%1%*%*%1%1%1%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051121-1-124158412Unweighted total
120364165*-*-*1157164Weighted total

120313961*-*-*1157152Royal Mail
100%99%87%94%93%100%-%100%-%100%100%100%100%93%

c

-*122-------*6DHL
-%1%3%6%3%-%-%-%-%-%-%-%1%4%

---1-------**1UK Mail
-%-%-%2%-%-%-%-%-%-%-%5%*%*%

-**1--------*1UPS
-%1%*%3%-%-%-%-%-%-%-%-%*%1%

-*-**-------**Yodel
-%*%-%*%*%-%-%-%-%-%-%-%*%*%

-**23-------15Parcelforce
-%1%1%6%4%-%-%-%-%-%-%-%3%3%

-**12--------4Hermes
-%*%*%4%3%-%-%-%-%-%-%-%-%2%

-*1**-------*2FedEx
-%1%3%1%*%-%-%-%-%-%-%-%*%1%

-**---------**Secured Mail
-%*%*%-%-%-%-%-%-%-%-%-%*%*%

-*1---------*1DX
-%*%3%-%-%-%-%-%-%-%-%-%*%1%

MHI (Mail Handling
--*----------*International)
-%-%*%-%-%-%-%-%-%-%-%-%-%*%

-***2-------*3Pitney Bowes
-%2%*%*%3%-%-%-%-%-%-%-%1%2%

--*-2-------12TNT Express
-%-%1%-%3%-%-%-%-%-%-%-%2%1%

Whistl (Previously known
----*--------*as TNT Post)
-%-%-%-%*%-%-%-%-%-%-%-%-%*%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-**12------*34Someone else
-%1%*%3%4%-%-%-%-%-%-%5%4%3%

Have not sent a letter
/parcel in the last

-*424-------*10month
-%1%10%4%7%-%-%-%-%-%-%-%*%6%

dd

120313961*-*-*1157152NET: Royal Mail
100%99%87%94%93%100%-%100%-%100%100%100%100%93%

c
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051121-1-124158412Unweighted total
120364165*-*-*1157164Weighted total

NET: Provider other than
-13610------*520RM
-%5%8%14%16%-%-%-%-%-%-%5%8%12%

dd

119293451*-*-*1152134NET: RM ONLY
100%95%82%82%78%100%-%100%-%100%100%95%91%82%

abc

NET: Provider other than
-*11--------*2RM ONLY
-%1%3%2%-%-%-%-%-%-%-%-%*%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2538737375681187332383855412Unweighted total
10154151491843718121325164Weighted total

9143141391843718121325152Royal Mail
88%93%92%93%100%100%100%100%100%100%100%100%93%

3333***-****6DHL
33%2%23%2%1%1%*%-%1%*%1%*%4%

a

*1*1--*-*--*1UK Mail
1%*%*%*%-%-%1%-%2%-%-%*%*%

1*1**-*-**--1UPS
11%*%8%*%1%-%*%-%1%*%-%-%1%

a

-*-*--*--*--*Yodel
-%*%-%*%-%-%*%-%-%*%-%-%*%

1414**1--**15Parcelforce
11%3%8%3%2%1%3%-%-%*%1%5%3%

*4-4--------4Hermes
1%3%-%3%-%-%-%-%-%-%-%-%2%

1111*-*-**--2FedEx
11%*%7%*%*%-%*%-%1%*%-%-%1%

a

-*-*--*--*--*Secured Mail
-%*%-%*%-%-%*%-%-%*%-%-%*%

-1-1*---*---1DX
-%1%-%1%*%-%-%-%1%-%-%-%1%

MHI (Mail Handling
-*-*--------*International)
-%*%-%*%-%-%-%-%-%-%-%-%*%

2*2****-****3Pitney Bowes
22%*%15%*%1%1%1%-%2%1%1%*%2%

a

11111------12TNT Express
11%1%7%1%6%-%-%-%-%-%-%4%1%

aa

Whistl (Previously known
-*-*--------*as TNT Post)
-%*%-%*%-%-%-%-%-%-%-%-%*%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2538737375681187332383855412Unweighted total
10154151491843718121325164Weighted total

13231-1-**114Someone else
14%2%11%2%7%-%4%-%2%1%10%4%3%

a

Have not sent a letter
/parcel in the last

-10-10*------*10month
-%6%-%6%*%-%-%-%-%-%-%*%6%

9143141391843718121325152NET: Royal Mail
88%93%92%93%100%100%100%100%100%100%100%100%93%

NET: Provider other than
7137133*2-1*2220RM

68%8%48%9%16%1%5%-%7%2%12%10%12%

aa

313181271543518121122134NET: RM ONLY
32%85%52%85%83%99%95%100%93%98%88%90%82%

bc

NET: Provider other than
1111--*----*2RM ONLY

12%1%8%1%-%-%*%-%-%-%-%*%1%

a
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-613541204312310462815412Unweighted total
-18130441544518810164Weighted total

-16120441544418810152Royal Mail
-%93%93%99%99%100%99%99%99%100%93%

bc

-*31**2**-6DHL
-%2%2%3%1%*%48%1%1%-%4%

--1****-*-1UK Mail
-%-%1%1%*%*%1%-%1%-%*%

-*11**----1UPS
-%1%1%3%*%*%-%-%-%-%1%

-***-*----*Yodel
-%*%*%*%-%*%-%-%-%-%*%

-*32*111-15Parcelforce
-%3%3%4%*%3%23%5%-%10%3%

--4*--*---4Hermes
-%-%3%1%-%-%1%-%-%-%2%

-***-*----2FedEx
-%1%*%1%-%*%-%-%-%-%1%

-***-*----*Secured Mail
-%*%*%*%-%*%-%-%-%-%*%

-*1*-*-*--1DX
-%*%1%*%-%*%-%*%-%-%1%

MHI (Mail Handling
----------*International)
-%-%-%-%-%-%-%-%-%-%*%

-12***1*-*3Pitney Bowes
-%7%1%1%*%1%25%*%-%*%2%

ab

-1111--1--2TNT Express
-%5%1%2%7%-%-%6%-%-%1%

ba

Whistl (Previously known
--**------*as TNT Post)
-%-%*%*%-%-%-%-%-%-%*%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

-*2121*1*14Someone else
-%1%2%3%10%2%6%6%4%10%3%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 217  (continuation)                                                                                                                                                  Page 3875

QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-613541204312310462815412Unweighted total
-18130441544518810164Weighted total

Have not sent a letter
/parcel in the last

-19**--**-10month
-%7%7%1%*%-%-%1%1%-%6%

aa

-16120441544418810152NET: Royal Mail
-%93%93%99%99%100%99%99%99%100%93%

bc

NET: Provider other than
-31353232*120RM
-%17%10%11%18%5%55%13%5%11%12%

a

-1310839124221579134NET: RM ONLY
-%76%83%88%82%95%45%87%95%89%82%

cb

NET: Provider other than
-*1**-*---2RM ONLY
-%*%1%*%*%-%1%-%-%-%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331135248357-37120109-45239105412Unweighted total
21011254982135-94539-137839164Weighted total

2961164979125-94539-127338152Royal Mail
100%95%92%100%96%93%-%100%100%100%-%91%94%97%93%

ab

*13*22-***-4556DHL
3%1%2%1%2%1%-%3%1%1%-%27%6%12%4%

ab

-*1**1--**-*1*1UK Mail
-%*%*%*%1%*%-%-%*%1%-%*%1%1%*%

******-***-*111UPS
4%*%*%*%*%*%-%2%*%*%-%2%2%3%1%

******-***-****Yodel
3%*%*%*%*%*%-%*%*%*%-%*%*%*%*%

*24134-*11-1425Parcelforce
3%2%3%3%3%3%-%5%3%4%-%9%5%4%3%

-23-14------**4Hermes
-%2%2%-%1%3%-%-%-%-%-%-%1%1%2%

c

******-***-1112FedEx
4%*%*%*%*%*%-%1%*%*%-%9%2%3%1%

b

******-***-****Secured Mail
3%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

-11*11--**-*1*1DX
-%1%1%*%1%1%-%-%*%*%-%1%2%*%1%

MHI (Mail Handling
-**-*------****International)
-%*%*%-%*%-%-%-%-%-%-%*%*%*%*%

******-***-1213Pitney Bowes
4%*%*%1%*%*%-%1%1%1%-%9%2%3%2%

b

-11-11--1--2222TNT Express
-%1%1%-%1%1%-%-%2%-%-%16%3%5%1%

ab

Whistl (Previously known
-**-**------*-*as TNT Post)
-%*%*%-%*%*%-%-%-%-%-%-%*%-%*%

---------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-23113-122-1324Someone else
-%2%2%2%2%2%-%13%6%6%-%10%3%4%3%

b
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331135248357-37120109-45239105412Unweighted total
21011254982135-94539-137839164Weighted total

Have not sent a letter
/parcel in the last

-59-49---*--4-10month
-%5%7%-%4%6%-%-%-%*%-%-%5%-%6%

cca

2961164979125-94539-127338152NET: Royal Mail
100%95%92%100%96%93%-%100%100%100%-%91%94%97%93%

ab

NET: Provider other than
*8122812-244-713920RM
7%8%9%5%9%9%-%20%10%9%-%54%17%23%12%

ab

1891054771114-84036-66130134NET: RM ONLY
93%88%84%95%86%85%-%80%90%91%-%46%78%77%82%

abcc

NET: Provider other than
--1--1---*-1112RM ONLY
-%-%1%-%-%1%-%-%-%*%-%9%2%3%1%

b
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
1461025129924308371121412Unweighted total
*3149611344292441164Weighted total

*3149110444292441152Royal Mail
100%98%100%99%95%92%100%100%100%100%100%93%

---*13*****6DHL
-%-%-%2%1%2%4%4%1%1%1%4%

----*1---**1UK Mail
-%-%-%-%*%1%-%-%-%1%*%*%

--*********1UPS
-%-%5%1%*%*%3%3%*%*%*%1%

---*********Yodel
-%-%-%1%*%*%1%1%*%*%*%*%

---*24**1115Parcelforce
-%-%-%1%2%4%1%9%5%4%3%3%

---*23-----4Hermes
-%-%-%1%2%2%-%-%-%-%-%2%

--*-*******2FedEx
-%-%5%-%*%*%1%1%*%*%*%1%

---*********Secured Mail
-%-%-%1%*%*%1%1%*%*%*%*%

----11*****1DX
-%-%-%-%1%1%1%1%*%*%*%1%

MHI (Mail Handling
-----*-----*International)
-%-%-%-%-%*%-%-%-%-%-%*%

--*-*******3Pitney Bowes
-%-%5%-%*%*%3%2%1%1%1%2%

----11---112TNT Express
-%-%-%-%1%1%-%-%-%4%3%1%

Whistl (Previously known
----*------*as TNT Post)
-%-%-%-%*%-%-%-%-%-%-%*%

------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%

--**23**1114Someone else
-%-%5%1%2%2%4%3%4%4%3%3%

Have not sent a letter
/parcel in the last

-*-*59--*--10month
-%2%-%1%5%8%-%-%*%-%-%6%

*3149110444292441152NET: Royal Mail
100%98%100%99%95%92%100%100%100%100%100%93%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
1461025129924308371121412Unweighted total
*3149611344292441164Weighted total

NET: Provider other than
--**812*123420RM
-%-%11%3%8%10%9%16%7%11%9%12%

*314839334272237134NET: RM ONLY
100%98%89%95%87%82%91%84%93%89%91%82%

NET: Provider other than
-----1-----2RM ONLY
-%-%-%-%-%1%-%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
3405013334-108395228405339403345398412Unweighted total
129255126-3415583160125158131155164Weighted total

118254118-3114379148119146121144152Royal Mail
92%100%82%94%-%93%92%94%93%95%93%93%92%93%

b

3*-1-365656566DHL
2%*%-%*%-%8%4%6%4%4%4%4%4%4%

1--1--11111111UK Mail
1%-%-%1%-%-%*%1%*%*%*%*%*%*%

**-*-*11111111UPS
*%*%-%*%-%1%1%2%1%1%1%1%1%1%

*--*-*********Yodel
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

4**3-252545555Parcelforce
3%1%6%2%-%5%4%2%3%3%3%4%4%3%

4--2-*41434444Hermes
3%-%-%1%-%*%3%1%2%2%2%3%3%2%

**-*-*212*2122FedEx
*%*%-%*%-%*%1%2%1%*%1%1%1%1%

*--*-*********Secured Mail
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

1*-1-*11111111DX
1%*%-%1%-%*%1%1%1%1%1%1%1%1%

MHI (Mail Handling
*----****-****International)
*%-%-%-%-%*%*%*%*%-%*%*%*%*%

**-*-132323333Pitney Bowes
*%1%-%*%-%4%2%2%2%1%2%2%2%2%

1**1-2222*2122TNT Express
1%*%1%1%-%6%1%3%1%*%1%1%1%1%

b

Whistl (Previously known
*----*********as TNT Post)
*%-%-%-%-%*%*%*%*%*%*%*%*%*%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

3--3-142444334Someone else
2%-%-%2%-%4%3%2%2%3%3%2%2%3%

Have not sent a letter
/parcel in the last

10-18-21031051071010month
8%-%18%6%-%7%6%3%6%4%6%5%6%6%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
3405013334-108395228405339403345398412Unweighted total
129255126-3415583160125158131155164Weighted total

118254118-3114379148119146121144152NET: Royal Mail
92%100%82%94%-%93%92%94%93%95%93%93%92%93%

b

NET: Provider other than
121*9-72011201420161920RM
10%3%7%7%-%20%13%13%12%11%13%12%12%12%

107244109-2512670131106128107127134NET: RM ONLY
83%97%75%87%-%73%81%83%82%84%81%82%82%82%

bc

NET: Provider other than
1--*-*22212222RM ONLY
1%-%-%*%-%*%1%3%1%1%1%2%1%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
178234350154372291486214366412Unweighted total

67971348212712017256*26164Weighted total

61911228212610917246*25152Royal Mail
92%93%91%99%99%96%91%100%95%100%100%95%93%

b

*62-315-31-36DHL
1%6%2%-%16%5%4%-%14%18%-%13%4%

bc

**1-*****--*1UK Mail
*%*%*%-%*%*%*%1%*%-%-%*%*%

*1*-1*1**1-*1UPS
*%1%*%-%6%*%1%*%*%18%-%*%1%

c

***---*-----*Yodel
*%*%*%-%-%-%*%-%-%-%-%-%*%

144-1*412--25Parcelforce
2%4%3%-%6%*%3%7%8%-%-%8%3%

c

*44-**31*--*4Hermes
*%4%3%-%*%*%2%7%*%-%-%*%2%

bc

*12--*1*1--12FedEx
*%2%1%-%-%*%1%1%4%-%-%4%1%

***-***-----*Secured Mail
*%*%*%-%*%*%*%-%-%-%-%-%*%

1**-11-**--*1DX
2%*%*%-%5%4%-%*%*%-%-%*%1%

cb

MHI (Mail Handling
-*--**------*International)
-%*%-%-%*%*%-%-%-%-%-%-%*%

*2*1111*2--23Pitney Bowes
*%3%*%13%6%4%1%1%9%-%-%9%2%

c

*22-*1*111*22TNT Express
*%2%2%-%*%4%*%6%4%20%40%8%1%

bb

Whistl (Previously known
-**---*-----*as TNT Post)
-%*%*%-%-%-%*%-%-%-%-%-%*%

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

134***3*3--34Someone else
2%3%3%1%1%2%3%2%10%-%-%9%3%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
178234350154372291486214366412Unweighted total

67971348212712017256*26164Weighted total

Have not sent a letter
/parcel in the last

5510**19**--*10month
8%5%7%1%*%4%7%*%*%-%-%*%6%

61911228212610917246*25152NET: Royal Mail
92%93%91%99%99%96%91%100%95%100%100%95%93%

b

NET: Provider other than
5151415512382*920RM
7%16%10%13%22%17%10%15%32%37%40%34%12%

bc

5777111717219914174*17134NET: RM ONLY
85%80%83%86%78%79%82%84%67%63%60%65%82%

NET: Provider other than
*22**-2-1--12RM ONLY
*%2%1%1%*%-%2%-%5%-%-%5%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
412913118591134208531157915059387412Unweighted total
1644711643450821941255117152164Weighted total

1523911643250821941255115152152Royal Mail
93%83%97%99%93%100%100%100%100%100%100%88%100%93%

daddbbb

61*13******646DHL
4%2%2%2%10%1%1%1%1%1%1%35%3%4%

bdacd

1--1**1-***111UK Mail
*%-%-%1%*%1%1%-%*%1%*%4%*%*%

ac

1***1******111UPS
1%*%*%*%3%*%*%*%*%1%*%8%1%1%

bacd

****-*********Yodel
*%*%*%*%-%*%*%*%*%*%*%1%*%*%

51121*4*111555Parcelforce
3%2%11%3%4%1%5%2%3%6%3%32%4%3%

bddacd

4211*11----434Hermes
2%4%9%1%1%2%2%-%-%-%-%23%2%2%

abacd

2***1**-***212FedEx
1%*%2%*%4%*%*%-%*%*%*%9%*%1%

bacd

*-**-*********Secured Mail
*%-%*%*%-%*%*%*%*%*%*%1%*%*%

1--1**1*-**111DX
1%-%-%2%*%*%1%*%-%*%*%7%1%1%

acd

MHI (Mail Handling
*--*--*----***International)
*%-%-%*%-%-%*%-%-%-%-%*%*%*%

3**11******333Pitney Bowes
2%*%*%2%4%*%*%*%1%2%1%16%2%2%

acd

2--2-1*--1-222TNT Express
1%-%-%3%-%2%*%-%-%4%-%13%1%1%

ccac

Whistl (Previously known
*--*-------***as TNT Post)
*%-%-%*%-%-%-%-%-%-%-%*%*%*%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

42*2*24*111144Someone else
3%4%1%3%1%5%5%1%3%5%3%8%3%3%

a

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
412913118591134208531157915059387412Unweighted total
1644711643450821941255117152164Weighted total

Have not sent a letter
/parcel in the last

107*11----**--10month
6%15%3%1%4%-%-%-%-%*%*%-%-%6%

ab

1523911643250821941255115152152NET: Royal Mail
93%83%97%99%93%100%100%100%100%100%100%88%100%93%

daddbbb

NET: Provider other than
2042104691233171820RM
12%9%14%15%12%11%11%3%6%13%5%100%12%12%

cacdc

13436105429457318392249-134134NET: RM ONLY
82%76%83%84%84%89%89%97%94%86%95%-%88%82%

babdb

NET: Provider other than
21-*1----**2-2RM ONLY
1%2%-%*%3%-%-%-%-%*%*%12%-%1%

bacd
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

412412Unweighted total
164164Weighted total

152152Royal Mail
93%93%

66DHL
4%4%

11UK Mail
*%*%

11UPS
1%1%

**Yodel
*%*%

55Parcelforce
3%3%

44Hermes
2%2%

22FedEx
1%1%

**Secured Mail
*%*%

11DX
1%1%

MHI (Mail Handling
**International)
*%*%

33Pitney Bowes
2%2%

22TNT Express
1%1%

Whistl (Previously known
**as TNT Post)
*%*%

--Citipost
-%-%

44Someone else
3%3%

Have not sent a letter
/parcel in the last

1010month
6%6%

152152NET: Royal Mail
93%93%

NET: Provider other than
2020RM
12%12%

134134NET: RM ONLY
82%82%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

412412Unweighted total
164164Weighted total

NET: Provider other than
22RM ONLY
1%1%
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QN3 In the last month which of the following companies have you used to send ...?
a) Letters / Large Letters
Base: All sending large letters (QV6a=1 or 2)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*dcbaSignificance Level: 95%
22812254210916395490199Unweighted total

314163181347381Weighted total

113152771246269Royal Mail
53%94%74%92%86%91%100%90%88%85%86%

***111*1*78DHL
15%30%1%8%4%16%38%21%5%9%10%

b

--*2**-**23UK Mail
-%-%1%13%1%3%-%2%5%3%3%

***231***78UPS
2%6%2%12%10%12%19%19%6%10%10%

-**-2***-22Yodel
-%6%1%-%7%2%5%4%-%3%3%

*1*591*111819Parcelforce
14%64%1%32%28%18%21%24%13%24%24%

*--34**-*99Hermes
2%-%-%18%14%3%14%-%2%12%12%

bce

**-1-1*-*12FedEx
8%16%-%6%-%8%14%-%12%2%2%

aac

-*---*--*-*Secured Mail
-%5%-%-%-%1%-%-%1%-%*%

*-*--**-***DX
2%-%7%-%-%1%4%-%1%*%*%

MHI (Mail Handling
-----------International)
-%-%-%-%-%-%-%-%-%-%-%

**-*-****-*Pitney Bowes
2%6%-%*%-%5%5%10%2%-%1%

aa

*-**-*-**23TNT Express
4%-%1%*%-%6%-%11%5%3%3%

Whistl (Previously known
----1----11as TNT Post)
-%-%-%-%3%-%-%-%-%1%1%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

2*2152-11911Someone else
64%5%52%9%17%24%-%26%30%13%14%

aa

Have not sent a letter
/parcel in the last

---*-----11month
-%-%-%2%-%-%-%-%-%2%2%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*dcbaSignificance Level: 95%
22812254210916395490199Unweighted total

314163181347381Weighted total

113152771246269NET: Royal Mail
53%94%74%92%86%91%100%90%88%85%86%

NET: Provider other than
21391651233742RM

83%91%63%55%50%64%69%65%63%51%52%

**27163*123537NET: RM ONLY
17%9%37%43%50%36%31%35%37%47%46%

NET: Provider other than
1*1141-**1010RM ONLY

47%6%26%6%14%9%-%10%12%13%13%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
181829134161518278524813199Unweighted total

23572989146376981Weighted total

2346187996366869Royal Mail
84%98%92%85%80%86%100%63%100%100%84%97%87%86%

**172**21**1-8DHL
4%4%19%10%20%1%2%15%16%4%5%21%-%10%

-**22**------3UK Mail
-%11%1%3%21%2%1%-%-%-%-%-%-%3%

***821*21-**18UPS
4%3%7%11%21%14%1%14%16%-%4%3%12%10%

-*-2------*-22Yodel
-%2%-%3%-%-%-%-%-%-%2%-%23%3%

**1174222--13319Parcelforce
23%10%22%24%40%20%25%15%-%-%15%58%35%24%

-**94-1-2**-29Hermes
-%3%6%12%40%-%12%-%32%4%1%-%23%12%

-**11***--*--2FedEx
-%6%7%2%10%2%1%*%-%-%2%-%-%2%

*------------*Secured Mail
2%-%-%-%-%-%-%-%-%-%-%-%-%*%

*-*----------*DX
2%-%7%-%-%-%-%-%-%-%-%-%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-***-**---*--*Pitney Bowes
-%2%3%*%-%1%1%-%-%-%2%-%-%1%

***2--**1-1--3TNT Express
2%2%7%3%-%-%1%*%18%-%15%-%-%3%

Whistl (Previously known
---11--------1as TNT Post)
-%-%-%1%10%-%-%-%-%-%-%-%-%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

***111214*-*1*11Someone else
4%2%3%15%10%30%12%31%2%-%4%24%5%14%

Have not sent a letter
/parcel in the last

--*1-1-------1month
-%-%6%1%-%14%-%-%-%-%-%-%-%2%

2346187996366869NET: Royal Mail
84%98%92%85%80%86%100%63%100%100%84%97%87%86%

NET: Provider other than
1123985493*34442RM

34%28%48%54%82%68%40%61%50%4%39%63%40%52%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
181829134161518278524813199Unweighted total

23572989146376981Weighted total

1223221563352537NET: RM ONLY
66%72%46%45%18%18%60%39%50%96%61%37%60%46%

NET: Provider other than
***102*-5--1*110RM ONLY

16%2%2%14%20%1%-%37%-%-%16%3%13%13%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
3316663136647964184312199Unweighted total
136821602631319*11*81Weighted total

125817531931279*11*69Royal Mail
91%84%81%87%74%100%100%86%100%100%97%100%86%

h

26171**4**3*8DHL
13%9%3%12%6%2%7%11%4%13%23%50%10%

bh

-3122--*--*-3UK Mail
-%4%5%3%9%-%-%1%-%-%*%-%3%

e

*8262--32-1-8UPS
*%12%11%10%9%-%-%9%21%-%11%-%10%

b

-211*--2----2Yodel
-%3%5%2%*%-%-%7%-%-%-%-%3%

h

21871261*42*6*19Parcelforce
12%26%32%21%24%42%39%13%23%10%49%50%24%

eh

*918*-*42-3-9Hermes
*%14%7%13%1%-%39%13%21%-%25%-%12%

bhh

-2*2*--1--1-2FedEx
-%3%2%3%1%-%-%2%-%-%10%-%2%

h

-**----*----*Secured Mail
-%*%*%-%-%-%-%*%-%-%-%-%*%

****-*-*-*--*DX
*%*%1%*%-%2%-%*%-%67%-%-%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

********--*-*Pitney Bowes
*%1%*%1%1%2%6%*%-%-%*%-%1%

-3*31--1-**-3TNT Express
-%4%1%4%4%-%-%5%-%10%1%-%3%

Whistl (Previously known
-1-1------1-1as TNT Post)
-%1%-%2%-%-%-%-%-%-%8%-%1%

eh

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

1103961*31*1-11Someone else
10%15%12%14%21%42%7%9%13%10%6%-%14%

e

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 218  (continuation)                                                                                                                                                  Page 3893

QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*cb*aSignificance Level: 95%
3316663136647964184312199Unweighted total
136821602631319*11*81Weighted total

Have not sent a letter
/parcel in the last

-1*11-------1month
-%2%1%2%5%-%-%-%-%-%-%-%2%

125817531931279*11*69NET: Royal Mail
91%84%81%87%74%100%100%86%100%100%97%100%86%

h

NET: Provider other than
4381131161*115*9*42RM

31%56%54%52%60%45%53%34%61%100%76%50%52%

bee

92892891*213-3*37NET: RM ONLY
69%42%44%47%34%55%47%66%39%-%24%50%46%

abh

NET: Provider other than
19475--5--*-10RM ONLY
9%14%17%11%21%-%-%14%-%-%3%-%13%

b
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8438776193199Unweighted total
36123457781Weighted total

3392756569Royal Mail
92%81%81%100%85%86%

a

314-88DHL
8%10%12%-%11%10%

2-*-33UK Mail
6%-%1%-%3%3%

314268UPS
9%10%11%44%8%10%

1*1-22Yodel
3%1%3%-%3%3%

121621719Parcelforce
33%11%18%50%22%24%

ab

424*99Hermes
10%16%11%6%12%12%

*1*-22FedEx
1%8%1%-%2%2%

c

*---**Secured Mail
*%-%-%-%*%*%

*-*-**DX
1%-%*%-%1%*%

MHI (Mail Handling
------International)
-%-%-%-%-%-%

***-**Pitney Bowes
*%2%*%-%1%1%

*-2-33TNT Express
1%-%7%-%4%3%

c

Whistl (Previously known
1---11as TNT Post)
3%-%-%-%1%1%

------Citipost
-%-%-%-%-%-%

435-1111Someone else
11%22%14%-%15%14%

Have not sent a letter
/parcel in the last

--1-11month
-%-%4%-%2%2%

3392756569NET: Royal Mail
92%81%81%100%85%86%

a
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
8438776193199Unweighted total
36123457781Weighted total

NET: Provider other than
1951824042RM
54%42%54%50%52%52%

1671423537NET: RM ONLY
46%58%42%50%46%46%

NET: Provider other than
325-1010RM ONLY
8%19%15%-%13%13%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
98821924175---132074101199Unweighted total
274213774---**6205481Weighted total

243412564---**5184669Royal Mail
88%82%92%77%86%-%-%-%100%52%78%92%84%86%

35*17-----1258DHL
11%12%*%20%9%-%-%-%-%-%22%8%9%10%

2*-2*-----2**3UK Mail
8%1%-%31%1%-%-%-%-%-%33%1%1%3%

b

251*8----**168UPS
6%13%8%5%11%-%-%-%-%35%3%7%12%10%

1-111-----1*12Yodel
5%-%8%17%1%-%-%-%-%-%18%*%2%3%

1162317-----38819Parcelforce
40%15%17%37%22%-%-%-%-%-%40%41%16%24%

bai

35118-----1269Hermes
12%12%8%16%11%-%-%-%-%-%17%10%11%12%

*1-*2----***12FedEx
2%3%-%3%2%-%-%-%-%17%3%1%3%2%

-*--*-------**Secured Mail
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

*---*------*-*DX
1%-%-%-%1%-%-%-%-%-%-%2%-%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

*--**-----**-*Pitney Bowes
2%-%-%2%*%-%-%-%-%-%2%1%-%1%

*2-*2---****23TNT Express
2%6%-%4%3%-%-%-%100%17%2%1%4%3%

Whistl (Previously known
1---1------1-1as TNT Post)
3%-%-%-%1%-%-%-%-%-%-%5%-%1%

a

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

551111---***4611Someone else
19%13%8%10%14%-%-%-%100%48%6%22%12%14%

Have not sent a letter
/parcel in the last

-*1-1-------11month
-%1%8%-%2%-%-%-%-%-%-%-%2%2%

243412564---**5184669NET: Royal Mail
88%82%92%77%86%-%-%-%100%52%78%92%84%86%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
98821924175---132074101199Unweighted total
274213774---**6205481Weighted total

NET: Provider other than
18213637---**5132442RM
69%50%26%84%49%-%-%-%100%100%83%63%44%52%

bai

8218136-----172937NET: RM ONLY
31%50%66%16%49%-%-%-%-%-%17%37%53%46%

cb

NET: Provider other than
37-29----*12710RM ONLY

12%17%-%23%12%-%-%-%-%48%22%8%13%13%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3372213115573199166137151199Unweighted total
--1*135356158159425081Weighted total

--1*134551156951374469Royal Mail
-%-%100%100%100%92%85%91%97%86%87%89%88%86%

abcd

----**65186468DHL
-%-%-%-%4%3%11%10%6%10%10%9%12%10%

--1--*13133123UK Mail
-%-%91%-%-%1%3%5%8%3%4%4%3%3%

----**56285358UPS
-%-%-%-%4%6%9%11%13%10%9%7%10%10%

----***2*2***2Yodel
-%-%-%-%4%2%*%4%1%3%*%*%*%3%

abc

--*-11121551914101219Parcelforce
-%-%4%-%78%37%22%27%35%24%24%24%24%24%

--*-**57195359Hermes
-%-%4%-%4%3%9%12%8%12%9%7%10%12%

--*--*22122222FedEx
-%-%4%-%-%2%3%3%7%2%3%4%3%2%

------********Secured Mail
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

-----*********DX
-%-%-%-%-%10%*%1%2%*%1%1%1%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

--*-**********Pitney Bowes
-%-%4%-%4%3%*%1%2%1%1%1%1%1%

-----*32133223TNT Express
-%-%-%-%-%3%5%3%5%3%4%4%3%3%

Whistl (Previously known
-------1-1---1as TNT Post)
-%-%-%-%-%-%-%2%-%1%-%-%-%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

---***8621197811Someone else
-%-%-%47%3%11%16%11%13%14%15%16%15%14%

Have not sent a letter
/parcel in the last

------1--11-11month
-%-%-%-%-%-%2%-%-%2%2%-%2%2%

--1*134551156951374469NET: Royal Mail
-%-%100%100%100%92%85%91%97%86%87%89%88%86%

abcd
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3372213115573199166137151199Unweighted total
--1*135356158159425081Weighted total

NET: Provider other than
--1*122830114232232842RM
-%-%95%47%85%68%52%53%71%52%55%53%56%52%

abcdf

--***1242743726202137NET: RM ONLY
-%-%5%53%15%32%46%47%29%46%43%47%42%46%

eeee

NET: Provider other than
-----*75*1075510RM ONLY
-%-%-%-%-%8%13%9%3%13%12%11%9%13%

eee
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3524140302-11137186199Unweighted total
110121521*-***127781Weighted total

110111316*-***116769Royal Mail
100%96%91%86%79%100%-%100%100%100%86%48%87%86%

a

-2121------*88DHL
-%17%7%14%5%-%-%-%-%-%-%2%10%10%

-1-*1------123UK Mail
-%13%-%1%5%-%-%-%-%-%-%41%2%3%

bc

-*311-------88UPS
-%5%23%6%5%-%-%-%-%-%-%-%11%10%

abd

-**--------112Yodel
-%1%*%-%-%-%-%-%-%-%-%47%2%3%

*3434------21719Parcelforce
21%34%33%18%17%-%-%-%-%-%-%91%22%24%

-2-21------189Hermes
-%21%-%12%6%-%-%-%-%-%-%47%11%12%

cc

-1**-------*22FedEx
-%12%1%2%-%-%-%-%-%-%-%2%2%2%

a

-*----------**Secured Mail
-%*%-%-%-%-%-%-%-%-%-%-%*%*%

-*-*-------***DX
-%*%-%2%-%-%-%-%-%-%-%2%*%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-*-*--------**Pitney Bowes
-%3%-%*%-%-%-%-%-%-%-%-%1%1%

-**11*--*--*33TNT Express
-%2%4%6%5%68%-%-%100%-%-%2%3%3%

Whistl (Previously known
------------11as TNT Post)
-%-%-%-%-%-%-%-%-%-%-%-%1%1%

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-1223*--****1111Someone else
-%6%21%16%17%68%-%-%100%100%14%2%14%14%

d

Have not sent a letter
/parcel in the last

----1-------11month
-%-%-%-%5%-%-%-%-%-%-%-%2%2%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3524140302-11137186199Unweighted total
110121521*-***127781Weighted total

110111316*-***116769NET: Royal Mail
100%96%91%86%79%100%-%100%100%100%86%48%87%86%

a

NET: Provider other than
*77910*--***24042RM

21%65%58%56%49%68%-%-%100%100%14%98%51%52%

14579*-*--1*3637NET: RM ONLY
79%35%42%44%46%32%-%100%-%-%86%2%47%46%

NET: Provider other than
-*123-----*1910RM ONLY
-%4%9%14%16%-%-%-%-%-%14%52%12%13%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
15151371627612110442474264199Unweighted total

45516652455221418173081Weighted total

2499611934711318122669Royal Mail
43%90%55%93%81%57%90%38%90%99%74%85%86%

babd

*6263*4-31318DHL
3%11%15%9%15%4%8%-%18%8%18%3%10%

aa

-3-3--3-2-*-3UK Mail
-%5%-%4%-%-%5%-%16%-%2%-%3%

abc

*5173-5-12318UPS
2%9%8%11%14%-%9%-%10%13%18%5%10%

a

***2*-21-**12Yodel
1%*%*%3%*%-%4%62%-%1%*%4%3%

*142183*161632619Parcelforce
10%25%10%27%12%1%31%80%46%17%12%21%24%

bcabc

14272-7113239Hermes
21%8%12%11%10%-%13%62%7%16%11%8%12%

*2*2**1**1**2FedEx
1%3%2%2%1%3%3%3%2%6%*%2%2%

-*-*--*--*--*Secured Mail
-%*%-%*%-%-%*%-%-%*%-%-%*%

-*-**-*-*-***DX
-%1%-%1%1%-%*%-%*%-%*%1%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

*******-*****Pitney Bowes
1%1%*%1%1%1%*%-%1%1%1%*%1%

11112-1***113TNT Express
28%3%8%2%8%-%1%3%1%*%6%5%3%

a

Whistl (Previously known
---1--1-1---1as TNT Post)
-%-%-%1%-%-%2%-%7%-%-%-%1%

a

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
15151371627612110442474264199Unweighted total

45516652455221418173081Weighted total

1866227-332311Someone else
28%14%36%9%10%45%13%-%23%14%14%11%14%

a

Have not sent a letter
/parcel in the last

-1*1*1-----11month
-%2%2%2%1%21%-%-%-%-%-%5%2%

2499611934711318122669NET: Royal Mail
43%90%55%93%81%57%90%38%90%99%74%85%86%

babd

NET: Provider other than
429123011229111891342RM

86%52%74%47%48%50%54%83%81%45%51%42%52%

aabc

12543412124*31081637NET: RM ONLY
14%46%24%52%51%29%46%17%19%55%49%53%46%

bddd

NET: Provider other than
347341511*4310RM ONLY

57%8%43%5%18%22%10%62%10%1%26%10%13%

acacc
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-4313470551446373717199Unweighted total
-1042232457215141281Weighted total

-103720165411281269Royal Mail
-%99%87%89%66%94%55%78%57%100%86%

abb

-16326*1218DHL
-%15%14%15%10%10%2%8%17%9%10%

--2-1111*23UK Mail
-%-%4%-%6%2%46%8%2%17%3%

-*4235-2128UPS
-%3%9%11%14%8%-%15%9%17%10%

-****2----2Yodel
-%1%*%*%*%4%-%-%-%-%3%

-296316-72519Parcelforce
-%21%22%26%12%29%-%44%18%45%24%

b

-*5136-2-29Hermes
-%3%12%6%12%11%-%12%-%16%12%

-*21*2-1*12FedEx
-%1%4%2%1%3%-%7%2%8%2%

-***-*----*Secured Mail
-%*%*%*%-%*%-%-%-%-%*%

-*****-**-*DX
-%*%1%*%*%1%-%*%*%-%*%

MHI (Mail Handling
-----------International)
-%-%-%-%-%-%-%-%-%-%-%

-*****-*-**Pitney Bowes
-%2%1%1%*%1%-%*%-%*%1%

-11111-**-3TNT Express
-%10%3%5%5%3%-%1%1%-%3%

Whistl (Previously known
-----1----1as TNT Post)
-%-%-%-%-%2%-%-%-%-%1%

-----------Citipost
-%-%-%-%-%-%-%-%-%-%-%

-*5474145111Someone else
-%5%13%17%30%7%52%24%35%10%14%

a
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-4313470551446373717199Unweighted total
-1042232457215141281Weighted total

Have not sent a letter
/parcel in the last

--11-1-11-1month
-%-%3%5%-%2%-%7%10%-%2%

-103720165411281269NET: Royal Mail
-%99%87%89%66%94%55%78%57%100%86%

abb

NET: Provider other than
-4231218252129842RM
-%39%54%55%75%43%100%77%66%72%52%

a

-6189631-23337NET: RM ONLY
-%61%43%41%25%55%-%16%24%28%46%

abb

NET: Provider other than
-*4182124-10RM ONLY
-%1%11%6%34%4%45%15%33%-%13%

ca
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6103136160123138-50139136-3211766199Unweighted total
23546653847-165756-7342181Weighted total

23042623541-144948-5291869Royal Mail
96%87%90%95%94%88%-%84%86%85%-%68%87%83%86%

ac

-56636-466-*418DHL
-%13%12%9%9%12%-%22%11%10%-%5%11%7%10%

ab

-32212-*21-*1*3UK Mail
-%7%5%3%4%3%-%1%4%2%-%1%4%*%3%

*44725-*63-*228UPS
4%11%8%11%5%11%-%2%11%5%-%2%6%11%10%

***1**-112-***2Yodel
4%*%*%2%*%*%-%7%2%4%-%1%*%*%3%

*712171012-41312-18219Parcelforce
19%21%26%27%26%25%-%26%23%21%-%8%25%11%24%

ac

-44634-175--319Hermes
-%11%9%10%8%9%-%8%13%10%-%-%9%4%12%

-22222-*21-*2*2FedEx
-%4%3%3%4%4%-%1%3%2%-%1%5%2%2%

******-***-****Secured Mail
3%*%*%*%*%*%-%*%*%*%-%1%*%*%*%

-*****--**-****DX
-%1%1%1%1%1%-%-%1%1%-%1%1%*%*%

MHI (Mail Handling
---------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

******-***-****Pitney Bowes
4%1%1%1%1%1%-%1%1%1%-%2%1%1%1%

-*11*1-122-1213TNT Express
-%1%3%2%*%3%-%7%4%3%-%15%4%5%3%

b

Whistl (Previously known
---1----1-----1as TNT Post)
-%-%-%1%-%-%-%-%2%-%-%-%-%-%1%

---------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

-46558-2310-13511Someone else
-%12%12%8%14%16%-%11%6%17%-%19%9%23%14%

cbb

Have not sent a letter
/parcel in the last

-111-1-*11----1month
-%3%2%2%-%2%-%2%2%2%-%-%-%-%2%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6103136160123138-50139136-3211766199Unweighted total
23546653847-165756-7342181Weighted total

23042623541-144948-5291869NET: Royal Mail
96%87%90%95%94%88%-%84%86%85%-%68%87%83%86%

ac

NET: Provider other than
*1824291826-92729-3171042RM

25%51%53%44%49%56%-%52%47%51%-%47%51%47%52%

c

11621351919-82926-4171137NET: RM ONLY
75%46%45%54%51%41%-%46%51%47%-%53%49%53%46%

a

NET: Provider other than
*33224-277-24410RM ONLY
4%10%7%3%6%9%-%14%12%12%-%32%13%17%13%

cb
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
355610513830369678135199Unweighted total
141236516737274981Weighted total

131130456634254569Royal Mail
100%74%93%58%85%89%94%93%92%92%93%86%

---146*25268DHL
-%-%-%50%10%11%7%37%15%7%11%10%

abce

-2-*22**1223UK Mail
-%49%-%3%5%4%2%1%3%8%5%3%

-**155**3448UPS
-%1%7%47%14%9%4%4%8%13%9%10%

-1*-11*****2Yodel
-%26%7%-%3%2%1%1%*%*%*%3%

-3*1914111081219Parcelforce
-%72%39%50%24%27%22%14%28%30%24%24%

-2-146-*3359Hermes
-%49%-%42%11%12%-%4%9%11%11%12%

-1--22**1122FedEx
-%23%-%-%5%3%3%2%4%6%3%2%

---*********Secured Mail
-%-%-%2%*%*%1%1%*%*%*%*%

----********DX
-%-%-%-%1%1%1%1%1%1%1%*%

MHI (Mail Handling
------------International)
-%-%-%-%-%-%-%-%-%-%-%-%

--*-********Pitney Bowes
-%-%7%-%1%1%2%1%1%1%1%1%

---**1*11123TNT Express
-%-%-%3%1%3%2%15%4%5%5%3%

ac

Whistl (Previously known
-----1----11as TNT Post)
-%-%-%-%-%2%-%-%-%-%2%1%

------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%

*-*-43*141211Someone else
3%-%7%-%11%6%5%8%11%2%4%14%

ab

Have not sent a letter
/parcel in the last

----11**11*1month
-%-%-%-%3%3%5%4%4%4%1%2%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
355610513830369678135199Unweighted total
141236516737274981Weighted total

131130456634254569NET: Royal Mail
100%74%93%58%85%89%94%93%92%92%93%86%

NET: Provider other than
*4*218242420142242RM
3%100%54%100%50%47%34%58%54%51%44%52%

1-*-17264316122737NET: RM ONLY
97%-%46%-%47%50%62%38%43%45%55%46%

NET: Provider other than
-1*145**11310RM ONLY
-%26%7%42%12%9%2%2%4%4%6%13%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 218  (continuation)                                                                                                                                                  Page 3910

QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
147336160-71191129196185191174188199Unweighted total

5418463-247851807477677681Weighted total

4917457-186742686466596569Royal Mail
90%92%100%91%-%76%85%82%85%87%85%88%86%86%

6*-5-384888888DHL
10%1%-%7%-%14%10%8%10%11%10%12%10%10%

12-1-*31333333UK Mail
1%11%-%2%-%*%3%2%3%3%3%4%3%3%

b

6115-185888788UPS
11%6%26%8%-%3%10%9%10%11%11%10%11%10%

c

-2-2-121212222Yodel
-%12%-%3%-%5%3%2%3%2%3%3%3%3%

b

910214-4189181718151819Parcelforce
17%53%64%23%-%16%23%17%23%23%23%22%24%24%

b

3414-396989999Hermes
6%24%34%7%-%14%12%12%12%11%12%14%12%12%

b

11-1-*2*222222FedEx
2%5%-%1%-%*%2%1%2%2%2%3%2%2%

*--*-*********Secured Mail
*%-%-%*%-%*%*%*%*%*%*%*%*%*%

*--*--********DX
1%-%-%1%-%-%*%*%*%1%1%1%1%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**-*-*********Pitney Bowes
*%1%-%*%-%1%1%1%1%1%1%1%1%1%

1*-2-233323233TNT Express
3%*%-%2%-%10%4%5%3%2%4%3%4%3%

b

Whistl (Previously known
-11---11111111as TNT Post)
-%5%26%-%-%-%1%2%1%1%1%1%1%1%

b

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

62-8-51191011108911Someone else
12%13%-%12%-%20%14%18%13%15%13%12%12%14%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 218  (continuation)                                                                                                                                                  Page 3911

QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
147336160-71191129196185191174188199Unweighted total

5418463-247851807477677681Weighted total

Have not sent a letter
/parcel in the last

1*-1-*11111*11month
2%2%-%2%-%1%2%3%2%2%2%*%2%2%

4917457-186742686466596569NET: Royal Mail
90%92%100%91%-%76%85%82%85%87%85%88%86%86%

NET: Provider other than
2212227-134126413941354042RM
41%67%64%44%-%55%52%51%52%53%53%52%53%52%

b

316134-103624373435323537NET: RM ONLY
57%31%36%54%-%44%46%47%47%46%45%47%46%46%

a

NET: Provider other than
41-5-5108108108910RM ONLY
8%7%-%7%-%23%13%15%13%11%13%12%12%13%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 218  (continuation)                                                                                                                                                  Page 3912

QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
94105143163933131355317262199Unweighted total
374452821115713239*2981Weighted total

313846716104911166*2169Royal Mail
84%87%89%97%72%89%86%80%70%71%100%71%86%

a

35512*6112-28DHL
8%12%10%14%7%4%11%10%6%23%-%8%10%

111-21*111-23UK Mail
3%3%1%-%9%9%1%8%6%10%-%8%3%

cbb

448**1523*-38UPS
10%10%15%1%2%10%9%17%14%1%-%11%10%

a

*2*-21*1*--*2Yodel
*%5%*%-%10%10%*%8%*%-%-%*%3%

bcbb

811838410553-719Parcelforce
21%26%16%41%37%39%17%38%21%37%-%24%24%

cbb

185-42344--49Hermes
3%18%10%-%19%18%6%29%17%-%-%13%12%

bbb

*11-1**11*-12FedEx
1%3%2%-%5%4%1%8%5%1%-%4%2%

b

*-*---*-----*Secured Mail
*%-%*%-%-%-%*%-%-%-%-%-%*%

***--**-*--**DX
1%*%1%-%-%*%1%-%*%-%-%*%*%

MHI (Mail Handling
-------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%

***-*****--**Pitney Bowes
1%*%1%-%*%*%*%1%*%-%-%*%1%

*32***11*1-13TNT Express
*%6%4%1%2%2%2%10%1%12%-%4%3%

bb

Whistl (Previously known
-11----1----1as TNT Post)
-%2%2%-%-%-%-%7%-%-%-%-%1%

b

-------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%

755*518262-711Someone else
18%11%10%6%26%14%14%13%25%27%-%24%14%

c
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
94105143163933131355317262199Unweighted total
374452821115713239*2981Weighted total

Have not sent a letter
/parcel in the last

1*--1-1-1--11month
3%1%-%-%6%-%2%-%6%-%-%5%2%

c

313846716104911166*2169NET: Royal Mail
84%87%89%97%72%89%86%80%70%71%100%71%86%

a

NET: Provider other than
18242441572510167-2142RM
49%55%46%48%68%67%44%75%72%76%-%71%52%

cbb

18192846430352*737NET: RM ONLY
48%44%54%52%26%33%54%25%22%24%100%24%46%

aac

NET: Provider other than
566*516353-710RM ONLY

13%13%11%3%21%11%11%20%24%29%-%24%13%
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Table 218  (continuation)                                                                                                                                                  Page 3914

QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
1993816864966111571269117722164199Unweighted total

81195351724442149346935981Weighted total

69183281422402149296925169Royal Mail
86%94%77%81%85%92%91%100%100%86%100%65%86%86%

cdcdad

82121342386*68DHL
10%10%28%6%3%11%10%8%7%24%9%10%10%10%

ac

3*-11212133*33UK Mail
3%*%-%4%7%10%3%11%3%8%4%5%4%3%

aac

8*232444386*58UPS
10%1%54%9%13%15%10%17%7%24%9%5%9%10%

daac

2-*2*****21**2Yodel
3%-%2%6%*%*%*%*%*%7%2%3%*%3%

ac

193194611711191811419Parcelforce
24%18%12%26%23%23%25%34%22%57%26%43%24%24%

ac

9117*442397*59Hermes
12%5%21%21%2%16%9%11%7%28%11%12%9%12%

adaac

2*-1*21*222*22FedEx
2%1%-%4%1%6%3%1%3%6%3%1%3%2%

*-*--*********Secured Mail
*%-%1%-%-%*%*%*%*%*%*%1%*%*%

*--***********DX
*%-%-%*%2%1%*%*%1%1%1%1%1%*%

MHI (Mail Handling
--------------International)
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

**************Pitney Bowes
1%*%1%*%1%1%*%*%1%1%1%12%1%1%

31*1**1*132133TNT Express
3%6%8%4%1%1%3%2%2%8%2%31%4%3%

c

Whistl (Previously known
1--1-----11--1as TNT Post)
1%-%-%3%-%-%-%-%-%3%1%-%-%1%

a

--------------Citipost
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

114*61371436*911Someone else
14%19%5%17%8%11%16%7%8%8%8%5%15%14%

c
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
1993816864966111571269117722164199Unweighted total

81195351724442149346935981Weighted total

Have not sent a letter
/parcel in the last

1--*1-------11month
2%-%-%1%6%-%-%-%-%-%-%-%2%2%

69183281422402149296925169NET: Royal Mail
86%94%77%81%85%92%91%100%100%86%100%65%86%86%

cdcdad

NET: Provider other than
427322614241121343233242RM
52%38%65%64%38%58%55%54%42%100%46%98%55%52%

adaac

371221291020928-37*2637NET: RM ONLY
46%62%35%35%56%42%45%46%58%-%54%2%44%46%

bbddd

NET: Provider other than
10116224--5-1710RM ONLY
13%6%23%18%9%8%9%-%-%14%-%35%12%13%

ababcc
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

199199Unweighted total
8181Weighted total

6969Royal Mail
86%86%

88DHL
10%10%

33UK Mail
3%3%

88UPS
10%10%

22Yodel
3%3%

1919Parcelforce
24%24%

99Hermes
12%12%

22FedEx
2%2%

**Secured Mail
*%*%

**DX
*%*%

MHI (Mail Handling
--International)
-%-%

**Pitney Bowes
1%1%

33TNT Express
3%3%

Whistl (Previously known
11as TNT Post)
1%1%

--Citipost
-%-%

1111Someone else
14%14%

Have not sent a letter
/parcel in the last

11month
2%2%

6969NET: Royal Mail
86%86%

NET: Provider other than
4242RM
52%52%

3737NET: RM ONLY
46%46%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

199199Unweighted total
8181Weighted total

NET: Provider other than
1010RM ONLY
13%13%
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QN3 In the last month which of the following companies have you used to send ...?
b) A small parcel (By small parcel we mean one that is less than 2 kilograms.)
Base: All sending parcels and packets (QV6a=3)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*dcbaSignificance Level: 95%
1851022329316324570163Unweighted total

113142271235461Weighted total

**24102*1122241st class - all the time
28%41%71%27%47%26%26%27%25%41%39%

e

1st class - most of the
**13531111316time

33%53%17%25%24%39%47%27%43%25%26%

a

1st and 2nd class in
***5*1***910equal amounts

12%6%10%37%1%12%5%21%9%16%16%

2nd class - most of the
*-*141**167time

23%-%1%11%18%17%8%20%18%12%12%

*---2****332nd class - all the time
3%-%-%-%11%4%14%2%2%6%6%

---------**Never send parcels
-%-%-%-%-%-%-%-%-%1%*%

Don't know (DO NOT READ
--*--*-**-*OUT)
-%-%2%-%-%3%-%3%3%-%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
13172610713121519752079163Unweighted total

2345276686356661Weighted total

1*1213613*2113241st class - all the time
43%11%34%41%47%90%19%43%2%62%25%19%59%39%

1st class - most of the
*111311512-4*-16time

27%33%34%25%19%10%77%14%33%-%70%3%-%26%

1st and 2nd class in
**191-*33-*1-10equal amounts
3%18%14%16%20%-%3%40%49%-%1%19%-%16%

2nd class - most of the
*1161-**-**317time
3%26%18%11%14%-%1%1%-%4%3%59%21%12%

**-3---*11--132nd class - all the time
6%11%-%6%-%-%-%1%16%35%-%-%18%6%

*------------*Never send parcels
19%-%-%-%-%-%-%-%-%-%-%-%-%*%

Don't know (DO NOT READ
---*---*--*-**OUT)
-%-%-%*%-%-%-%1%-%-%1%-%1%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
2813553110537948183232163Unweighted total

95217441931209*9*61Weighted total

32171791*64-3-241st class - all the time
33%40%41%38%46%46%35%30%43%-%39%-%39%

1st class - most of the
41221421*61*5*16time

46%23%13%31%10%52%12%29%16%100%54%100%26%

bh

1st and 2nd class in
18463-*32-*-10equal amounts

14%16%24%13%18%-%53%17%27%-%2%-%16%

2nd class - most of the
*7443*-4*-*-7time
2%14%22%9%16%2%-%19%4%-%3%-%12%

a

-3*32--11-*-32nd class - all the time
-%7%1%8%8%-%-%5%11%-%1%-%6%

*--**-------*Never send parcels
3%-%-%1%2%-%-%-%-%-%-%-%*%

Don't know (DO NOT READ
**-**--*----*OUT)
1%*%-%*%1%-%-%*%-%-%-%-%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
6633646157163Unweighted total
2792455661Weighted total

959122241st class - all the time
33%59%38%27%40%39%

c

1st class - most of the
101511516time
35%14%21%23%27%26%

b

1st and 2nd class in
3161810equal amounts

10%13%24%27%15%16%

c

2nd class - most of the
511-77time

18%14%5%-%13%12%

a

1-21232nd class - all the time
4%-%10%23%4%6%

--*-**Never send parcels
-%-%1%-%1%*%

Don't know (DO NOT READ
*-*-**OUT)
*%-%*%-%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
80661713150----2116783163Unweighted total
212910457----*4173961Weighted total

7134*23-----*717241st class - all the time
33%45%35%10%41%-%-%-%-%-%11%38%42%39%

1st class - most of the
773*15----**6916time

31%23%26%11%27%-%-%-%-%68%9%36%23%26%

1st and 2nd class in
27119-----1*810equal amounts
8%24%11%29%15%-%-%-%-%-%30%3%20%16%

cbb

2nd class - most of the
42116----*1347time

18%8%13%25%11%-%-%-%-%32%25%16%9%12%

2*113-----11132nd class - all the time
10%*%13%24%5%-%-%-%-%-%25%7%4%6%

b

--*-*-------**Never send parcels
-%-%3%-%1%-%-%-%-%-%-%-%1%*%

Don't know (DO NOT READ
**--*------***OUT)
*%*%-%-%*%-%-%-%-%-%-%*%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3371911613265163148124136163Unweighted total
--1*134548156151374461Weighted total

---**21618624181816241st class - all the time
-%-%-%21%3%50%36%38%38%39%36%48%36%39%

c

1st class - most of the
--*-11111441614101116time
-%-%5%-%85%30%25%30%29%26%27%27%25%26%

1st and 2nd class in
--1***86110102810equal amounts
-%-%95%79%4%5%18%12%10%16%19%5%19%16%

bbb

2nd class - most of the
----**76277667time
-%-%-%-%4%11%15%13%14%12%14%16%14%12%

----**231321232nd class - all the time
-%-%-%-%3%4%4%7%9%6%4%3%5%6%

------*--**-**Never send parcels
-%-%-%-%-%-%1%-%-%*%1%-%1%*%

Don't know (DO NOT READ
------**-*****OUT)
-%-%-%-%-%-%*%*%-%*%*%*%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
3463935251-1-114156163Unweighted total
110111316*-*-*115861Weighted total

*5346----*-*24241st class - all the time
25%49%32%30%35%-%-%-%-%100%-%4%40%39%

1st class - most of the
-3245-------1616time
-%28%20%30%30%-%-%-%-%-%-%-%27%26%

1st and 2nd class in
-1243------*1010equal amounts
-%6%20%28%20%-%-%-%-%-%-%4%16%16%

d

2nd class - most of the
12311*-*---167time

75%16%27%4%7%100%-%100%-%-%-%91%11%12%

b

-**11-----1-332nd class - all the time
-%1%*%7%6%-%-%-%-%-%100%-%4%6%

----*-------**Never send parcels
-%-%-%-%2%-%-%-%-%-%-%-%1%*%

Don't know (DO NOT READ
--*---------**OUT)
-%-%1%-%-%-%-%-%-%-%-%-%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
91392014366888332423551163Unweighted total
2495551724211016112261Weighted total

*18*23611613759241st class - all the time
6%37%5%42%36%59%39%91%26%42%41%40%39%

1st class - most of the
*143126*10-352716time
6%27%64%23%33%22%24%-%28%28%13%31%26%

1st and 2nd class in
19192*8-115310equal amounts

32%18%11%16%10%16%19%-%12%8%40%12%16%

acd

2nd class - most of the
*7*72*6*33127time
5%14%3%13%9%3%14%9%24%16%5%8%12%

ab

11122-2-11*232nd class - all the time
51%2%18%5%9%-%5%-%9%6%*%7%6%

-*-**------**Never send parcels
-%1%-%1%2%-%-%-%-%-%-%1%*%

Don't know (DO NOT READ
-*-**-*-*--**OUT)
-%*%-%*%1%-%*%-%1%-%-%1%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4112065341293302117163Unweighted total
-103720124811251261Weighted total

-41110420*415241st class - all the time
-%39%29%48%29%41%17%38%25%46%39%

b

1st class - most of the
-3105511-33116time
-%29%27%22%37%23%-%22%63%10%26%

1st and 2nd class in
-2833711*210equal amounts
-%20%23%16%21%15%83%9%2%17%16%

2nd class - most of the
-*53*7-3*37time
-%2%13%14%4%15%-%30%6%26%12%

cc

-12-12-**-32nd class - all the time
-%10%6%-%9%5%-%1%3%-%6%

aa

--*--*----*Never send parcels
-%-%1%-%-%1%-%-%-%-%*%

Don't know (DO NOT READ
--*--*-*-**OUT)
-%-%*%-%-%*%-%*%-%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
594124142115126-38120106-2710757163Unweighted total
23042553541-114640-5291861Weighted total

1817221716-51617-31310241st class - all the time
93%25%40%40%47%38%-%40%34%43%-%56%43%55%39%

b

1st class - most of the
-712151010-41311-19516time
-%25%30%28%28%24%-%32%27%28%-%11%30%26%26%

1st and 2nd class in
*89928-1106-*2*10equal amounts
3%25%22%16%5%19%-%7%21%16%-%7%7%2%16%

bb

2nd class - most of the
*63666-153-*537time
4%20%8%11%16%15%-%11%10%8%-%4%16%17%12%

a

-1*311-131-11-32nd class - all the time
-%4%*%5%3%3%-%9%7%3%-%20%4%-%6%

-***-*--**----*Never send parcels
-%1%1%1%-%1%-%-%1%1%-%-%-%-%*%

Don't know (DO NOT READ
-*****-*-*-**-*OUT)
-%*%*%*%*%*%-%1%-%*%-%1%*%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 219  (continuation)                                                                                                                                                  Page 3928

QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
33459111824298174121163Unweighted total
131129425530254361Weighted total

111-6171213217241st class - all the time
79%32%92%-%20%41%29%41%43%9%39%39%

bbb

1st class - most of the
---*81222951216time
-%-%-%8%27%29%39%32%28%22%28%26%

1st and 2nd class in
-1*189*148910equal amounts
-%36%8%88%26%21%8%20%13%33%22%16%

c

2nd class - most of the
-1-*53**4647time
-%32%-%4%18%7%4%6%13%23%10%12%

aa

*---2*1-*3*32nd class - all the time
21%-%-%-%8%*%19%-%1%13%*%6%

aac

----**--*-**Never send parcels
-%-%-%-%1%1%-%-%1%-%1%*%

Don't know (DO NOT READ
----**-**-**OUT)
-%-%-%-%*%*%-%1%*%-%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
128265137-54157103160153158146156163Unweighted total

4415351-145935595758525861Weighted total

176-22-424172323232123241st class - all the time
39%43%-%44%-%33%40%48%39%41%39%40%39%39%

1st class - most of the
133113-4167151415141516time
30%18%51%25%-%26%27%21%25%24%26%27%26%26%

1st and 2nd class in
63*7-395101010101010equal amounts

15%18%13%15%-%22%14%14%16%17%17%19%17%16%

2nd class - most of the
52-6-275767577time

12%15%-%12%-%11%12%13%13%11%13%10%13%12%

2112-1313332332nd class - all the time
4%6%35%3%-%7%6%3%6%6%6%4%5%6%

*--*----*----*Never send parcels
1%-%-%1%-%-%-%-%*%-%-%-%-%*%

Don't know (DO NOT READ
**-*-*********OUT)
*%*%-%*%-%*%*%*%*%*%*%*%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
7687126112528111243710242163Unweighted total
28334271110429145*1861Weighted total

1212193241467*-7241st class - all the time
43%36%45%37%19%39%34%64%50%1%-%39%39%

1st class - most of the
6101123213*13*416time

23%29%25%33%24%24%32%2%10%60%68%25%26%

1st and 2nd class in
466132623--310equal amounts

13%19%14%14%25%26%13%17%20%-%-%16%16%

2nd class - most of the
4441216122-27time

13%11%10%15%21%10%14%6%11%38%-%14%12%

212*1*211--132nd class - all the time
8%4%5%1%11%1%6%11%8%-%-%6%6%

-**---*-----*Never send parcels
-%1%1%-%-%-%1%-%-%-%-%-%*%

Don't know (DO NOT READ
***--**--**-*OUT)
*%*%*%-%-%1%*%-%-%1%32%-%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
1633213694364106571267216319148163Unweighted total

61173231422402149256125161Weighted total

249275318-24624118241st class - all the time
39%55%48%29%36%16%45%-%48%26%39%56%36%39%

bbbdbd

1st class - most of the
165-73113-16716*1416time
26%28%-%30%22%5%31%-%32%30%26%19%27%26%

bdbd

1st and 2nd class in
101152981010410*1010equal amounts
16%7%42%22%14%42%20%47%20%18%16%17%19%16%

acac

2nd class - most of the
71*32617-47*77time

12%8%10%13%13%27%3%36%-%17%12%7%14%12%

acaac

3*-122-3-23-232nd class - all the time
6%2%-%4%15%10%-%17%-%9%6%-%4%6%

acac

*--*--*---*-**Never send parcels
*%-%-%1%-%-%1%-%-%-%*%-%1%*%

Don't know (DO NOT READ
**-*--*---*-**OUT)
*%*%-%*%-%-%*%-%-%-%*%-%*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

163163Unweighted total
6161Weighted total

24241st class - all the time
39%39%

1st class - most of the
1616time
26%26%

1st and 2nd class in
1010equal amounts
16%16%

2nd class - most of the
77time

12%12%

332nd class - all the time
6%6%

**Never send parcels
*%*%

Don't know (DO NOT READ
**OUT)
*%*%
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QN4a. When sending parcels using Royal Mail, which service do you tend to use?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbae*dcbaSignificance Level: 95%
388214452171265194126297Unweighted total

61927341224797110Weighted total

211314411223271st class - all the time
31%51%15%11%41%31%27%29%34%24%25%

bb

1st class - most of the
**4873*123033time
8%40%42%29%22%24%19%22%27%30%30%

e

1st and 2nd class in
**1872*112123equal amounts
6%5%15%32%21%13%21%14%10%21%21%

eeb

2nd class - most of the
3*2543*121721time

55%5%24%19%10%27%24%34%24%18%19%

aba

--*22**-*772nd class - all the time
-%-%4%9%6%3%8%-%4%7%6%

-----------Never send letters
-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
-----*--*-*OUT)
-%-%-%-%-%*%-%-%1%-%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*h*gf*e*d*c*b*aSignificance Level: 95%
32344918220172837179291015297Unweighted total

558921181620658611110Weighted total

11222151711123271st class - all the time
23%29%26%24%11%62%8%34%10%18%7%40%30%25%

1st class - most of the
2132751841*6*133time

46%16%33%29%45%17%49%21%15%7%74%5%9%30%

fl

1st and 2nd class in
*112131342111323equal amounts
4%20%9%22%29%15%21%21%34%18%15%17%30%21%

kmm

2nd class - most of the
11217213221*2321time

20%29%21%18%16%7%22%12%25%18%3%37%31%19%

**15---212*--72nd class - all the time
7%6%11%6%-%-%-%11%15%40%1%-%-%6%

--------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
---*---*-----*OUT)
-%-%-%*%-%-%-%*%-%-%-%-%-%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fed*cb*aSignificance Level: 95%
52245110187112191861454344297Unweighted total
1397377243762219112*110Weighted total

4221214132144-3*271st class - all the time
35%23%33%20%31%25%16%17%20%-%28%68%25%

ae

1st class - most of the
52752893266*7*33time

42%28%12%39%22%35%38%28%30%7%57%11%30%

abdeh

1st and 2nd class in
221101391245-1*23equal amounts

13%22%26%18%21%19%43%17%24%-%12%11%21%

2nd class - most of the
11991291*73-**21time

10%20%24%16%22%16%4%32%15%-%3%11%19%

bbd

-7252*-121*-72nd class - all the time
-%7%5%7%5%4%-%6%11%93%*%-%6%

b

-------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
-*-**-------*OUT)
-%*%-%*%*%-%-%-%-%-%-%-%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
865915111286297Unweighted total
2718647103110Weighted total

7514225271st class - all the time
27%27%21%27%24%25%

1st class - most of the
732233033time

26%18%35%41%29%30%

b

1st and 2nd class in
551322123equal amounts

17%26%21%28%20%21%

2nd class - most of the
759*2021time

25%28%14%4%20%19%

aa

1*5-772nd class - all the time
5%2%8%-%7%6%

------Never send letters
-%-%-%-%-%-%

Don't know (DO NOT READ
--*-**OUT)
-%-%*%-%*%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
1021375814283----21288195297Unweighted total

2154354106----*41789110Weighted total

5139*27-----*522271st class - all the time
24%24%25%10%25%-%-%-%-%-%11%27%25%25%

1st class - most of the
51513*32-----*42833time

22%28%36%8%30%-%-%-%-%-%8%26%31%30%

1st and 2nd class in
2147121----*112123equal amounts

10%25%19%30%20%-%-%-%-%68%28%5%23%21%

cbb

2nd class - most of the
6105120----*141521time

27%19%15%28%19%-%-%-%-%32%28%27%17%19%

32216-----12472nd class - all the time
17%3%5%24%6%-%-%-%-%-%25%15%4%6%

abai

--------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
-*--*-------**OUT)
-%*%-%-%*%-%-%-%-%-%-%-%*%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--571029246219106153297203274297Unweighted total
--12251007429551106297110Weighted total

--*-*32416816272024271st class - all the time
-%-%4%-%3%61%24%22%26%30%25%32%25%25%

f

1st class - most of the
----1*312061533172933time
-%-%-%-%70%8%31%27%22%27%30%28%30%30%

1st and 2nd class in
--1*-*211751323111823equal amounts
-%-%85%16%-%5%21%23%17%24%21%19%19%21%

2nd class - most of the
--*1*118157821101921time
-%-%12%82%27%19%18%20%23%15%19%16%19%19%

---*-*664273772nd class - all the time
-%-%-%3%-%8%6%8%12%4%6%5%7%6%

bd

--------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
------*--*****OUT)
-%-%-%-%-%-%*%-%-%*%*%*%*%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3687677731-1-113147297Unweighted total
113233042*-*-*1153110Weighted total

*55710------*16271st class - all the time
25%37%22%22%24%-%-%-%-%-%-%4%31%25%

c

1st class - most of the
-28913-------1533time
-%17%35%31%31%-%-%-%-%-%-%-%28%30%

ddd

1st and 2nd class in
-24710-------1323equal amounts
-%13%15%24%24%-%-%-%-%-%-%-%25%21%

2nd class - most of the
14646*-*---1721time

75%32%23%12%15%100%-%100%-%-%-%96%13%19%

ab

-*133----*1-172nd class - all the time
-%1%5%10%6%-%-%-%-%100%100%-%3%6%

d

--------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
--*---------**OUT)
-%-%*%-%-%-%-%-%-%-%-%-%*%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
132842627165979330363549297Unweighted total

410691011733518121122110Weighted total

*27126718*2438271st class - all the time
5%25%16%25%41%39%23%46%19%31%25%35%25%

a

1st class - most of the
*32429518*231833time
3%31%40%29%30%45%23%46%21%24%12%37%30%

b

1st and 2nd class in
1211213-11-135423equal amounts

34%20%15%21%16%-%31%-%17%25%47%16%21%

cad

2nd class - most of the
1192192*6*322221time

36%18%17%19%9%16%17%9%31%13%15%10%19%

a

16161-2-11**72nd class - all the time
23%6%11%6%3%-%5%-%12%8%*%2%6%

b

-------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
-*-**------**OUT)
-%*%-%*%*%-%-%-%-%-%-%*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4925398331204382015297Unweighted total
-1387331243215510110Weighted total

-419104131423271st class - all the time
-%35%22%30%29%30%52%28%44%26%25%

b

1st class - most of the
-42512411-62233time
-%33%29%35%29%26%-%36%46%21%30%

1st and 2nd class in
-218731012-323equal amounts
-%13%21%20%27%24%48%12%-%31%21%

2nd class - most of the
-218517-3*221time
-%12%21%16%6%17%-%23%7%21%19%

-17-11-**-72nd class - all the time
-%7%8%-%9%3%-%1%3%-%6%

aa

-----------Never send letters
-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
--*--*-*-**OUT)
-%-%*%-%-%*%-%*%-%1%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
5190244130192261-35113100-3518181297Unweighted total
26988485993-94138-75324110Weighted total

1424161824-3814-31410271st class - all the time
93%6%28%34%32%26%-%27%21%37%-%40%26%43%25%

bbb

1st class - most of the
-2031131728-31210-116733time
-%30%36%27%30%30%-%32%28%28%-%12%30%27%30%

c

1st and 2nd class in
*1920111018-2128-110423equal amounts
3%28%23%23%18%19%-%16%30%22%-%16%20%16%21%

2nd class - most of the
*19126917-164-110321time
4%28%13%13%16%19%-%15%16%10%-%20%19%13%19%

a

-6*136-121-13-72nd class - all the time
-%9%1%3%5%6%-%10%6%3%-%12%5%-%6%

aaa

---------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
-*****-*---*--*OUT)
-%*%*%*%*%*%-%1%-%-%-%1%-%-%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
135818322323287769116297Unweighted total
*313648144282240110Weighted total

--1-121*19*11271st class - all the time
-%-%94%-%2%26%11%28%34%1%27%25%

bbb

1st class - most of the
---1202922851133time
-%-%-%35%31%35%47%45%29%20%28%30%

1st and 2nd class in
-2*22019*1781123equal amounts
-%68%6%63%31%23%12%12%24%36%28%21%

2nd class - most of the
-1-*1712*137621time
-%32%-%1%27%15%5%15%12%32%16%19%

aac

*---6*1-*2*72nd class - all the time
100%-%-%-%9%1%25%-%1%11%1%6%

aac

------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
----**--*--*OUT)
-%-%-%-%*%*%-%-%*%-%-%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
2424210244-81285164291253291249286297Unweighted total

8521489-22103521078910589103110Weighted total

198*23-725182624252224271st class - all the time
22%39%10%26%-%34%25%34%25%26%24%25%24%25%

bb

1st class - most of the
284226-73315332633283233time
33%21%53%30%-%31%31%30%30%29%31%31%32%30%

1st and 2nd class in
183*18-32010212021202023equal amounts
21%16%4%20%-%14%20%19%20%23%20%23%20%21%

2nd class - most of the
163*17-3187201419131921time
19%14%1%19%-%15%18%13%18%16%18%15%18%19%

4214-1727676772nd class - all the time
5%10%31%5%-%5%7%3%6%6%7%6%7%6%

--------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
*--*--*-******OUT)
*%-%-%*%-%-%*%-%*%*%*%*%*%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
13116625211315520338469347297Unweighted total

456488714187912184*18110Weighted total

1413232241856*-5271st class - all the time
31%20%26%23%17%23%22%43%31%2%-%26%25%

abc

1st class - most of the
11212525626*41*533time
24%33%29%29%36%35%33%2%24%35%40%30%30%

aa

1st and 2nd class in
913181441444--423equal amounts

21%20%20%15%25%23%18%35%24%-%-%24%21%

b

2nd class - most of the
7131622317132*321time

16%21%18%33%15%17%21%10%15%62%40%15%19%

436-1*511--172nd class - all the time
8%5%7%-%7%2%7%10%6%-%-%6%6%

-------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
*-*---*--**-*OUT)
*%-%*%-%-%-%*%-%-%2%19%-%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadcbaSignificance Level: 95%
297662313167134208531157214837297297Unweighted total
11030746225082194123519110110Weighted total

2793105-27114616327271st class - all the time
25%30%43%21%22%-%33%8%34%24%30%34%25%25%

bddbd

1st class - most of the
3310*137-33*1371323333time
30%35%1%28%32%-%40%1%32%28%26%28%30%30%

bdbd

1st and 2nd class in
2362122232381161112323equal amounts
21%20%33%26%10%45%27%42%27%28%22%8%21%21%

aaccb

2nd class - most of the
213110621-723822121time
19%10%8%22%25%41%-%39%5%14%16%17%19%19%

dacacc

721227-2*121772nd class - all the time
6%6%14%4%11%14%-%11%1%6%5%12%6%6%

bacac

--------------Never send letters
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Don't know (DO NOT READ
*---------*-**OUT)
*%-%-%-%-%-%-%-%-%-%*%-%*%*%
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

297297Unweighted total
110110Weighted total

27271st class - all the time
25%25%

1st class - most of the
3333time
30%30%

1st and 2nd class in
2323equal amounts
21%21%

2nd class - most of the
2121time
19%19%

772nd class - all the time
6%6%

--Never send letters
-%-%

Don't know (DO NOT READ
**OUT)
*%*%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN4b. And when sending letters and large letters using Royal Mail, which service do you tend to use?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*cbaSignificance Level: 95%
184617196613203350116Unweighted total

323101251123742Weighted total

They are the stamps I
*-*-1****34have to hand
5%-%10%-%12%10%5%14%10%8%9%

21*422*111415Value for money
72%54%2%39%20%35%31%37%35%37%36%

1--231***88Speed of delivery
33%-%-%26%25%17%17%26%12%20%20%

3127831112528It's cheaper
90%48%88%72%71%62%69%68%57%68%67%

Value of the item to be
1*-*31***56sent

33%2%-%1%26%20%32%29%9%13%14%

1--231***78It's what I can afford
33%-%-%24%26%15%20%26%7%19%19%

-1-11*-*-44Other (please specify)
-%46%-%10%8%5%-%15%-%11%10%

No particular reason (DO
-1-------11NOT READ OUT)
-%46%-%-%-%-%-%-%-%3%3%

I don't know (DO NOT
---------**READ OUT)
-%-%-%-%-%-%-%-%-%1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
1119206626915105748116Unweighted total

13335225853*3742Weighted total

They are the stamps I
**121--1*-*--4have to hand

27%12%20%7%50%-%-%14%4%-%14%-%-%9%

*1113111313*-215Value for money
4%45%24%38%50%79%26%43%20%93%43%-%34%36%

***81**312*--8Speed of delivery
4%12%12%22%50%9%1%41%22%59%29%-%-%20%

11224213732**528It's cheaper
73%43%58%70%100%82%74%84%58%66%86%5%82%67%

Value of the item to be
*-*61**1*2*1-6sent
7%-%3%16%50%9%2%14%4%59%43%32%-%14%

-**71**212*1-8It's what I can afford
-%6%11%21%50%9%1%28%20%59%29%32%-%19%

---4-*-*11-114Other (please specify)
-%-%-%12%-%9%-%1%18%29%-%32%16%10%

No particular reason (DO
---1--------11NOT READ OUT)
-%-%-%3%-%-%-%-%-%-%-%-%16%3%

I don't know (DO NOT
--*----------*READ OUT)
-%-%9%-%-%-%-%-%-%-%-%-%-%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*f*e*d*c*b*aSignificance Level: 95%
101065066545325152102116Unweighted total

1401725193*12511142Weighted total

They are the stamps I
*4131--11-*-4have to hand
3%9%5%11%4%-%-%13%25%-%13%-%9%

11451041*531**15Value for money
68%35%31%40%22%54%21%44%57%78%51%5%36%

172621-32-*-8Speed of delivery
65%18%12%25%9%54%-%26%39%-%22%-%20%

1271315121*85**128It's cheaper
100%66%76%62%63%58%79%70%87%22%64%100%67%

Value of the item to be
1515*--41-**6sent

68%12%7%19%2%-%-%36%19%-%22%5%14%

17252--42-*-8It's what I can afford
65%17%15%22%9%-%-%35%36%-%15%-%19%

-422*--4----4Other (please specify)
-%10%13%8%1%-%-%35%-%-%-%-%10%

No particular reason (DO
-11-1-------1NOT READ OUT)
-%3%6%-%6%-%-%-%-%-%-%-%3%

a

I don't know (DO NOT
-**-*-------*READ OUT)
-%1%2%-%2%-%-%-%-%-%-%-%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
3820584112116Unweighted total
1072624042Weighted total

They are the stamps I
-*3134have to hand
-%5%13%44%7%9%

c

33911415Value for money
36%39%36%56%35%36%

216178Speed of delivery
16%16%22%51%18%20%

451922628It's cheaper
40%76%75%95%66%67%

c

Value of the item to be
2*3156sent

24%1%13%51%12%14%

314178It's what I can afford
29%14%17%51%17%19%

22*-44Other (please specify)
21%30%1%-%11%10%

a

No particular reason (DO
--1-11NOT READ OUT)
-%-%4%-%3%3%

I don't know (DO NOT
--*-**READ OUT)
-%-%1%-%1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
4448246110----153872116Unweighted total
111614240----*293142Weighted total

They are the stamps I
*22-4------*34have to hand
1%12%11%-%9%-%-%-%-%-%-%2%11%9%

555114----*141015Value for money
46%32%34%55%35%-%-%-%-%100%54%44%33%36%

43217----*1358Speed of delivery
31%16%15%45%18%-%-%-%-%100%44%28%16%20%

7129226----*252128It's cheaper
62%76%62%93%66%-%-%-%-%100%92%55%69%67%

Value of the item to be
22115----*1136sent

21%14%8%48%12%-%-%-%-%100%46%14%11%14%

34117----*1258It's what I can afford
29%21%8%45%17%-%-%-%-%100%44%25%15%19%

22-13-----1124Other (please specify)
17%13%-%43%8%-%-%-%-%-%44%12%7%10%

No particular reason (DO
--1-1-------11NOT READ OUT)
-%-%8%-%3%-%-%-%-%-%-%-%3%3%

I don't know (DO NOT
--*-*-------**READ OUT)
-%-%2%-%1%-%-%-%-%-%-%-%1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--348108796435311269107116Unweighted total
--*2113632131640193842Weighted total

They are the stamps I
------43**4144have to hand
-%-%-%-%-%-%10%10%3%3%9%6%10%9%

--**1*1313631531515Value for money
-%-%69%3%86%31%36%40%45%22%37%16%39%36%

bdbdbbd

-----*87418388Speed of delivery
-%-%-%-%-%25%22%22%33%8%21%13%21%20%

dbddd

--*1112322101127142528It's cheaper
-%-%62%89%92%52%66%69%80%69%67%73%65%67%

Value of the item to be
---***66226366sent
-%-%-%8%7%4%16%17%17%15%15%18%15%14%

--*--*87448388It's what I can afford
-%-%31%-%-%25%21%20%27%22%20%14%21%19%

----1-34234244Other (please specify)
-%-%-%-%71%-%9%13%16%18%10%12%11%10%

No particular reason (DO
------11--1111NOT READ OUT)
-%-%-%-%-%-%3%3%-%-%3%6%3%3%

I don't know (DO NOT
------*-*-*-**READ OUT)
-%-%-%-%-%-%1%-%2%-%1%-%1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edc*b*a*h*g*f*e*d*c*baSignificance Level: 95%
1303225241-1-11248116Unweighted total
1510915*-*-*111442Weighted total

They are the stamps I
-**3*-------*4have to hand
-%2%*%34%3%-%-%-%-%-%-%-%3%9%

-3435----*1*215Value for money
-%56%38%29%37%-%-%-%-%100%100%6%18%36%

-2123-----1**8Speed of delivery
-%28%11%26%23%-%-%-%-%-%100%6%2%20%

14689*-*--11928It's cheaper
100%65%56%82%64%100%-%100%-%-%100%100%64%67%

Value of the item to be
-*122-----1*16sent
-%5%13%25%14%-%-%-%-%-%100%6%10%14%

-*134-----1*38It's what I can afford
-%6%11%28%27%-%-%-%-%-%100%6%19%19%

-11-2-----1-24Other (please specify)
-%20%12%-%13%-%-%-%-%-%100%-%14%10%

No particular reason (DO
----1--------1NOT READ OUT)
-%-%-%-%7%-%-%-%-%-%-%-%-%3%

I don't know (DO NOT
--*----------*READ OUT)
-%-%3%-%-%-%-%-%-%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*ba*c*b*a*e*d*c*b*aSignificance Level: 95%
7105910720429112121315116Unweighted total
2383394211*443542Weighted total

They are the stamps I
*3*3***---**4have to hand

14%9%11%9%3%19%*%-%-%-%12%1%9%

114114112*1**215Value for money
45%36%49%36%17%70%17%100%37%3%5%35%36%

1717*-1*1***8Speed of delivery
43%19%41%18%6%-%9%100%27%1%1%1%20%

126127316*223428It's cheaper
41%69%42%69%91%81%59%100%61%44%86%82%67%

Value of the item to be
-6*6*-2*11**6sent
-%15%2%15%7%-%20%100%27%32%1%2%14%

-8*8**3*2*1*8It's what I can afford
-%21%2%20%5%8%31%100%56%1%30%9%19%

-4-4--3-111-4Other (please specify)
-%11%-%11%-%-%27%-%25%27%30%-%10%

No particular reason (DO
-1-1--------1NOT READ OUT)
-%3%-%3%-%-%-%-%-%-%-%-%3%

I don't know (DO NOT
-*-*--------*READ OUT)
-%1%-%1%-%-%-%-%-%-%-%-%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cb*a*ba*b*a*b*aSignificance Level: 95%
-12104281340-16105116Unweighted total
-43512313-73342Weighted total

They are the stamps I
-*41**-**-4have to hand
-%8%10%5%12%*%-%1%3%-%9%

-3143*3-21-15Value for money
-%85%41%22%11%24%-%31%48%-%36%

-281*1-1*-8Speed of delivery
-%54%23%10%3%9%-%15%4%-%20%

-325838-53128It's cheaper
-%92%69%68%81%66%-%66%91%33%67%

Value of the item to be
-252*2-2*16sent
-%56%13%19%3%18%-%32%4%34%14%

-282*4-2*18It's what I can afford
-%54%22%19%2%27%-%30%2%34%19%

-24--3----4Other (please specify)
-%55%12%-%-%23%-%-%-%-%10%

No particular reason (DO
---1------1NOT READ OUT)
-%-%-%9%-%-%-%-%-%-%3%

I don't know (DO NOT
--*-------*READ OUT)
-%-%1%-%-%-%-%-%-%-%1%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cb*aSignificance Level: 95%
1104664564102-84033-96419116Unweighted total
*3621121835-3138-216742Weighted total

They are the stamps I
-33*13--**-*1*4have to hand
-%9%14%1%5%9%-%-%3%6%-%12%7%5%9%

-1483313-132-23115Value for money
-%38%41%28%16%38%-%54%23%28%-%82%18%19%36%

b

-73137-11*-2318Speed of delivery
-%20%16%9%14%20%-%39%10%3%-%80%16%15%20%

*261571424-195-213328It's cheaper
100%71%75%62%74%67%-%43%74%58%-%88%82%45%67%

Value of the item to be
-54236-111-2226sent
-%13%17%20%19%16%-%43%10%19%-%82%15%30%14%

-86438-242-2318It's what I can afford
-%22%28%29%14%22%-%81%28%30%-%80%16%19%19%

-42324-131-1214Other (please specify)
-%12%11%24%12%12%-%37%23%12%-%38%14%14%10%

No particular reason (DO
-11-11-------11NOT READ OUT)
-%3%5%-%6%3%-%-%-%-%-%-%-%14%3%

I don't know (DO NOT
-----*--------*READ OUT)
-%-%-%-%-%1%-%-%-%-%-%-%-%-%1%
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Table 221  (continuation)                                                                                                                                                  Page 3958

QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*d*cbaSignificance Level: 95%
21-21025976283735116Unweighted total
*1-*351811612742Weighted total

They are the stamps I
---*32-****4have to hand
-%-%-%45%10%10%-%45%2%3%6%9%

*--*1471*22115Value for money
100%-%-%100%40%40%92%48%35%21%12%36%

---*721**1*8Speed of delivery
-%-%-%100%21%13%77%17%4%10%2%20%

-1-*25141*39428It's cheaper
-%100%-%100%72%79%88%31%53%76%52%67%

a

Value of the item to be
---*531*11*6sent
-%-%-%100%14%14%81%24%23%11%5%14%

---*851*1328It's what I can afford
-%-%-%100%23%27%77%17%22%29%34%19%

----421--324Other (please specify)
-%-%-%-%12%12%69%-%-%24%28%10%

No particular reason (DO
-----------1NOT READ OUT)
-%-%-%-%-%-%-%-%-%-%-%3%

I don't know (DO NOT
----*------*READ OUT)
-%-%-%-%1%-%-%-%-%-%-%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*d*cbaedcbaSignificance Level: 95%
9119490-23110601139911392112116Unweighted total
327131-83820413340283942Weighted total

They are the stamps I
3*-2-*42424244have to hand

10%4%-%5%-%5%10%9%9%5%9%6%9%9%

123110-314715111481415Value for money
36%36%92%32%-%43%37%33%38%34%35%30%35%36%

6114-184858588Speed of delivery
19%16%70%12%-%14%22%19%20%16%21%17%21%20%

226122-52613272127182728It's cheaper
67%77%78%72%-%66%67%66%66%63%69%63%69%67%

Value of the item to be
4213-264636366sent

11%29%70%8%-%29%15%19%14%9%15%10%15%14%

7116-284858588It's what I can afford
22%13%70%18%-%26%21%18%19%15%20%17%20%19%

2213-243444444Other (please specify)
7%27%70%10%-%29%11%16%10%13%11%14%11%10%

No particular reason (DO
1--1--11111111NOT READ OUT)
3%-%-%3%-%-%3%5%3%3%3%4%3%3%

I don't know (DO NOT
*--*--*-*-*-**READ OUT)
1%-%-%1%-%-%1%-%1%-%1%-%1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*a*b*a*b*aSignificance Level: 95%
516595513198214194118116Unweighted total
19233228533472*742Weighted total

They are the stamps I
222-1*3-*--*4have to hand
8%9%7%-%18%6%10%-%5%-%-%5%9%

78101421223--215Value for money
40%34%33%47%47%29%36%54%46%-%-%30%36%

545121622--18Speed of delivery
25%16%15%45%30%18%18%43%28%-%-%14%20%

131522*5521351-628It's cheaper
71%64%71%11%70%84%63%81%63%45%-%79%67%

Value of the item to be
422-31412**26sent

19%10%8%-%40%18%12%27%29%5%100%29%14%

3551216111-18It's what I can afford
18%20%15%47%26%20%18%27%13%49%-%14%19%

223-1-31----4Other (please specify)
11%9%10%-%12%-%10%27%-%-%-%-%10%

No particular reason (DO
-11---1-----1NOT READ OUT)
-%5%3%-%-%-%3%-%-%-%-%-%3%

I don't know (DO NOT
-*--*-*-----*READ OUT)
-%1%-%-%4%-%1%-%-%-%-%-%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cbad*cb*a*dc*baSignificance Level: 95%
11619752319054016265016112116Unweighted total

4273181028112371434042Weighted total

They are the stamps I
41-3*2-*****44have to hand
9%12%-%14%1%7%-%3%11%1%3%11%9%9%

a

15315411*21*221515Value for money
36%41%50%30%43%38%8%14%21%6%18%78%37%36%

bc

811516*1-*1188Speed of delivery
20%17%44%26%12%23%4%10%-%2%9%39%21%20%

284311919*825922728It's cheaper
67%48%94%59%88%69%16%65%70%66%64%50%67%67%

b

Value of the item to be
62*21412*12166sent

14%27%6%13%12%13%84%19%6%19%18%44%15%14%

811317*3114188It's what I can afford
19%13%44%20%11%25%4%28%40%18%26%39%20%19%

4--213-31-3-44Other (please specify)
10%-%-%13%9%11%-%24%36%-%21%-%10%10%

No particular reason (DO
11----------11NOT READ OUT)
3%14%-%-%-%-%-%-%-%-%-%-%3%3%

I don't know (DO NOT
*--*-*------**READ OUT)
1%-%-%2%-%1%-%-%-%-%-%-%1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

116116Unweighted total
4242Weighted total

They are the stamps I
44have to hand
9%9%

1515Value for money
36%36%

88Speed of delivery
20%20%

2828It's cheaper
67%67%

Value of the item to be
66sent

14%14%

88It's what I can afford
19%19%

44Other (please specify)
10%10%

No particular reason (DO
11NOT READ OUT)
3%3%

I don't know (DO NOT
**READ OUT)
1%1%
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QN5. And which if any of these describe your reasons for using second class postage all or most of the time?
Base: All using second class postage all or most of the time (QN4a/b=4-5)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*cbaSignificance Level: 95%
137618228119293349130Unweighted total

211111651224247Weighted total

**-471***1213Lower cost of postage
19%5%-%38%43%21%34%21%12%29%28%

-----------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

*----****-*time
3%-%-%-%-%4%7%2%2%-%*%

Better ability to track
**---****11the delivery
3%17%-%-%-%7%8%2%10%3%3%

Parcel less likely to
---------22get lost
-%-%-%-%-%-%-%-%-%5%4%

e

Ability to select an
---------11express service
-%-%-%-%-%-%-%-%-%3%2%

**-121***56Quicker delivery
9%11%-%11%15%11%8%13%12%13%13%

More convenient for me
--**-*-**11to drop the parcel off
-%-%7%1%-%6%-%11%5%3%3%

More convenient for me
to have the parcel

-**211***45collected
-%5%13%19%8%13%20%7%15%10%11%

More convenient for the
recipient to take the

--**-*-**11delivery
-%-%7%1%-%3%-%2%5%3%3%

Ability to set a
specific date/time for

*----*--*11delivery
3%-%-%-%-%1%-%-%3%3%2%

Guarantee that the
parcel would arrive

-----*-*-11intact
-%-%-%-%-%1%-%3%-%3%2%

The business has a
contract with the

1----*-*-22provider
59%-%-%-%-%2%-%5%-%4%4%

----***--11Recommended by other
-%-%-%-%*%1%3%-%-%3%2%

It's a decision taken by
*-*1-****33the business
6%-%7%10%-%8%8%2%13%7%7%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*b*ae*d*cbaSignificance Level: 95%
137618228119293349130Unweighted total

211111651224247Weighted total

*11482*111921Other
9%67%87%40%48%37%26%38%43%46%45%

-**211***45NET: Convenience
-%5%13%20%8%19%20%20%18%10%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101421858111013632275130Unweighted total

1134375473264547Weighted total

*1*12122-11*1313Lower cost of postage
48%42%18%28%14%39%61%-%33%50%3%36%60%28%

--------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

****------*--*time
6%4%2%*%-%-%-%-%-%-%1%-%-%*%

Better ability to track
*--1**----1--1the delivery
6%-%-%3%2%3%-%-%-%-%18%-%-%3%

Parcel less likely to
---2------2--2get lost
-%-%-%5%-%-%-%-%-%-%34%-%-%4%

Ability to select an
---1------1--1express service
-%-%-%2%-%-%-%-%-%-%17%-%-%2%

*-*621-**-1-16Quicker delivery
13%-%18%13%29%22%-%1%4%-%19%-%20%13%

More convenient for me
---1---*--1*-1to drop the parcel off
-%-%-%3%-%-%-%1%-%-%19%4%-%3%

More convenient for me
to have the parcel

***51-2*-*1*-5collected
19%8%11%11%14%-%58%1%-%6%20%4%-%11%

More convenient for the
recipient to take the

-*-1------1--1delivery
-%4%-%3%-%-%-%-%-%-%19%-%-%3%

Ability to set a
specific date/time for

---1--*---1--1delivery
-%-%-%3%-%-%2%-%-%-%17%-%-%2%

Guarantee that the
parcel would arrive

---1---*--1--1intact
-%-%-%3%-%-%-%1%-%-%17%-%-%2%

The business has a
contract with the

-**2---1-1---2provider
-%4%2%4%-%-%-%14%-%44%-%-%-%4%

-*-1-1-------1Recommended by other
-%4%-%2%-%21%-%-%-%-%-%-%-%2%

It's a decision taken by
-**3--*11-1--3the business
-%4%3%8%-%-%2%17%30%-%20%-%-%7%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
101421858111013632275130Unweighted total

1134375473264547Weighted total

**11931*52-32221Other
19%40%50%45%41%16%8%82%63%-%55%60%40%45%

***51-2*-*1*-5NET: Convenience
19%11%11%11%14%-%58%2%-%6%21%8%-%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
241064189459431115232130Unweighted total

8401137144112628*47Weighted total

1123102--6212*13Lower cost of postage
17%30%27%28%12%-%-%51%35%74%27%50%28%

h

-------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

******----*-*time
2%*%*%*%*%2%-%-%-%-%1%-%*%

Better ability to track
-1*11*-*--*-1the delivery
-%4%3%3%7%1%-%1%-%-%2%-%3%

Parcel less likely to
11-211------2get lost

14%3%-%6%7%24%-%-%-%-%-%-%4%

Ability to select an
-1-11-------1express service
-%3%-%3%7%-%-%-%-%-%-%-%2%

24*631***-1-6Quicker delivery
29%10%4%16%23%24%49%2%2%-%12%-%13%

be

More convenient for me
*1*11--*--*-1to drop the parcel off
2%3%1%3%9%-%-%*%-%-%1%-%3%

More convenient for me
to have the parcel

*5*511-2**-*5collected
1%13%4%13%10%24%-%19%1%6%-%50%11%

More convenient for the
recipient to take the

*1*11--*----1delivery
1%3%*%3%8%-%-%*%-%-%-%-%3%

Ability to set a
specific date/time for

-1-11-----*-1delivery
-%3%-%3%7%-%-%-%-%-%1%-%2%

Guarantee that the
parcel would arrive

-1*11-------1intact
-%3%1%3%8%-%-%-%-%-%-%-%2%

The business has a
contract with the

112*---11-*-2provider
13%2%17%*%-%-%-%8%17%-%1%-%4%

a

-1-11-------1Recommended by other
-%3%-%3%8%-%-%-%-%-%-%-%2%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

*babah*g*fe*d*c*b*aSignificance Level: 95%
241064189459431115232130Unweighted total

8401137144112628*47Weighted total

It's a decision taken by
-3*32--1-**-3the business
-%9%2%9%17%-%-%8%-%4%1%-%7%

31851662*44*5-21Other
38%46%44%45%45%51%51%29%62%20%57%-%45%

*51521-2****5NET: Convenience
3%13%6%13%12%24%-%19%1%6%1%50%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4721625125130Unweighted total
1852444447Weighted total

616-1313Lower cost of postage
33%20%26%-%30%28%

------Lower cost of insurance
-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

***-**time
*%1%*%-%*%*%

Better ability to track
**1-11the delivery
2%1%5%-%3%3%

Parcel less likely to
--2-22get lost
-%-%9%-%5%4%

c

Ability to select an
--1-11express service
-%-%4%-%2%2%

2*4156Quicker delivery
8%4%18%39%11%13%

More convenient for me
**1-11to drop the parcel off
*%4%5%-%3%3%

More convenient for me
to have the parcel

212-55collected
13%22%7%-%12%11%

More convenient for the
recipient to take the

*-1-11delivery
*%-%5%-%3%3%

Ability to set a
specific date/time for

*-1-11delivery
*%-%4%-%3%2%

Guarantee that the
parcel would arrive

--1-11intact
-%-%5%-%3%2%

The business has a
contract with the

1*1112provider
5%1%4%27%2%4%

1*--11Recommended by other
6%1%-%-%3%2%

It's a decision taken by
**3-33the business
1%2%13%-%8%7%

c
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

c*ba*baSignificance Level: 95%
4721625125130Unweighted total
1852444447Weighted total

721212021Other
39%47%49%35%45%45%

212-55NET: Convenience
13%25%8%-%12%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
6359818112---12154567130Unweighted total
17256542---**5113147Weighted total

472112---*-13913Lower cost of postage
26%27%37%26%28%-%-%-%100%-%25%26%29%28%

--------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

**--*------***time
1%*%-%-%*%-%-%-%-%-%-%1%*%*%

Better ability to track
*1-*1----***11the delivery
2%4%-%5%3%-%-%-%-%68%3%*%4%3%

Parcel less likely to
-2--2-------22get lost
-%8%-%-%5%-%-%-%-%-%-%-%7%4%

c

Ability to select an
-1--1-------11express service
-%4%-%-%3%-%-%-%-%-%-%-%3%2%

23115-----1*56Quicker delivery
9%14%18%23%12%-%-%-%-%-%24%3%15%13%

b

More convenient for me
*1--1------*11to drop the parcel off
*%5%-%-%3%-%-%-%-%-%-%*%4%3%

More convenient for me
to have the parcel

24--5------245collected
10%14%-%-%12%-%-%-%-%-%-%15%11%11%

More convenient for the
recipient to take the

*1--1------*11delivery
*%5%-%-%3%-%-%-%-%-%-%*%4%3%

Ability to set a
specific date/time for

*1-*1----*--11delivery
*%4%-%1%3%-%-%-%-%32%-%-%3%2%

Guarantee that the
parcel would arrive

-1--1-------11intact
-%4%-%-%3%-%-%-%-%-%-%-%4%2%

The business has a
contract with the

-2--2-------22provider
-%8%-%-%5%-%-%-%-%-%-%-%6%4%

c

1---1------1-1Recommended by other
7%-%-%-%3%-%-%-%-%-%-%10%-%2%

ba
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
6359818112---12154567130Unweighted total
17256542---**5113147Weighted total

It's a decision taken by
*3-*3-----**33the business
1%13%-%1%8%-%-%-%-%-%1%1%11%7%

c

8113319----*251321Other
46%43%45%46%44%-%-%-%-%32%47%47%44%45%

24--5------245NET: Convenience
10%15%-%-%13%-%-%-%-%-%-%15%12%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3121894104569311891108130Unweighted total
--1*133333163439263247Weighted total

----1*9115101071013Lower cost of postage
-%-%-%-%95%1%27%34%32%29%26%25%31%28%

--------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

------********time
-%-%-%-%-%-%1%*%*%*%*%1%1%*%

Better ability to track
-----*1**111*1the delivery
-%-%-%-%-%3%4%1%1%4%3%5%1%3%

Parcel less likely to
------2-1122-2get lost
-%-%-%-%-%-%6%-%7%3%5%8%-%4%

afafaf

Ability to select an
------1--111-1express service
-%-%-%-%-%-%3%-%-%3%3%4%-%2%

af

--1*-134445246Quicker delivery
-%-%92%100%-%36%8%11%22%11%13%9%12%13%

b

More convenient for me
-----*1**111*1to drop the parcel off
-%-%-%-%-%5%4%1%1%3%4%5%1%3%

More convenient for me
to have the parcel

-----*32*53325collected
-%-%-%-%-%5%9%6%3%15%8%11%6%11%

aef

More convenient for the
recipient to take the

------1**111*1delivery
-%-%-%-%-%-%4%*%*%3%3%5%*%3%

Ability to set a
specific date/time for

-----*1**111*1delivery
-%-%-%-%-%2%3%*%*%3%3%4%*%2%

Guarantee that the
parcel would arrive

------1*-111-1intact
-%-%-%-%-%-%3%*%-%3%3%4%-%2%

a

The business has a
contract with the

------22112122provider
-%-%-%-%-%-%6%6%6%3%5%4%6%4%

-----1*1111111Recommended by other
-%-%-%-%-%31%*%3%7%3%3%4%3%2%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3121894104569311891108130Unweighted total
--1*133333163439263247Weighted total

It's a decision taken by
--*-*-32*23223the business
-%-%4%-%5%-%10%7%1%7%9%9%7%7%

e

--*--1171351418121421Other
-%-%4%-%-%20%53%39%34%40%47%48%43%45%

-----*32153325NET: Convenience
-%-%-%-%-%9%9%7%4%15%9%12%7%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*cb*a*h*g*f*e*d*c*baSignificance Level: 95%
1382630231--1--686130Unweighted total
*681113*--*--23147Weighted total

-2333*--*--1913Lower cost of postage
-%25%32%26%23%100%-%-%100%-%-%51%27%28%

--------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

-*--*-------**time
-%2%-%-%*%-%-%-%-%-%-%-%*%*%

Better ability to track
-**-1-------11the delivery
-%3%1%-%8%-%-%-%-%-%-%-%4%3%

Parcel less likely to
----2-------12get lost
-%-%-%-%16%-%-%-%-%-%-%-%3%4%

Ability to select an
----1-------11express service
-%-%-%-%8%-%-%-%-%-%-%-%3%2%

-1**4-------46Quicker delivery
-%20%3%*%26%-%-%-%-%-%-%-%12%13%

b

More convenient for me
-**-1-------11to drop the parcel off
-%1%3%-%8%-%-%-%-%-%-%-%4%3%

More convenient for me
to have the parcel

-**11-------55collected
-%6%1%13%8%-%-%-%-%-%-%-%16%11%

More convenient for the
recipient to take the

--*-1-------11delivery
-%-%1%-%8%-%-%-%-%-%-%-%4%3%

Ability to set a
specific date/time for

-*--1------*11delivery
-%1%-%-%8%-%-%-%-%-%-%3%3%2%

Guarantee that the
parcel would arrive

----1-------11intact
-%-%-%-%8%-%-%-%-%-%-%-%4%2%

The business has a
contract with the

--1-1-------12provider
-%-%12%-%7%-%-%-%-%-%-%-%3%4%

-1----------11Recommended by other
-%18%-%-%-%-%-%-%-%-%-%-%4%2%

b
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*ed*cb*a*h*g*f*e*d*c*baSignificance Level: 95%
1382630231--1--686130Unweighted total
*681113*--*--23147Weighted total

It's a decision taken by
-*111-------23the business
-%2%16%9%8%-%-%-%-%-%-%-%7%7%

*2476------11321Other
100%28%46%63%42%-%-%-%-%-%-%49%40%45%

d

-**11-------55NET: Convenience
-%6%5%13%9%-%-%-%-%-%-%-%16%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*b*aSignificance Level: 95%
171012810233456325202025130Unweighted total

73212369*24110761047Weighted total

192111*91132313Lower cost of postage
20%27%21%30%11%44%36%75%15%46%26%28%28%

c

-------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

-*-**----*-**time
-%1%-%1%1%-%-%-%-%1%-%1%*%

Better ability to track
1*1*1-*-**-11the delivery

15%1%10%1%13%-%1%-%3%1%-%11%3%

a

Parcel less likely to
2-2-1------12get lost

30%-%18%-%11%-%-%-%-%-%-%11%4%

a

Ability to select an
1-1-1------11express service

15%-%9%-%11%-%-%-%-%-%-%11%2%

a

14152*1-11*26Quicker delivery
16%12%10%14%26%17%5%-%12%16%1%16%13%

a

More convenient for me
1*1*1-*--*-11to drop the parcel off

16%1%9%1%11%-%*%-%-%1%-%11%3%

a

More convenient for me
to have the parcel

12322*3-1*135collected
17%6%29%5%18%17%13%-%11%2%16%28%11%

More convenient for the
recipient to take the

1*1*1-*--**11delivery
15%*%9%*%12%-%*%-%-%1%1%11%3%

a

Ability to set a
specific date/time for

1*1-1-**---11delivery
15%*%9%-%11%-%*%4%-%-%-%11%2%

a
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*e*d*c*b*aSignificance Level: 95%
171012810233456325202025130Unweighted total

73212369*24110761047Weighted total

Guarantee that the
parcel would arrive

1-1*1------11intact
15%-%9%*%12%-%-%-%-%-%-%12%2%

a

The business has a
contract with the

-2-2--1--1--2provider
-%6%-%5%-%-%4%-%-%14%-%-%4%

-1-1*-1-1*--1Recommended by other
-%4%-%3%*%-%4%-%11%1%-%-%2%

It's a decision taken by
12122-*-**113the business

15%8%9%7%23%-%1%-%1%2%15%12%7%

a

4147154*10*514421Other
61%43%56%41%42%21%40%25%47%20%57%39%45%

12322*3-1*135NET: Convenience
17%7%29%6%18%17%13%-%11%2%17%28%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*b*a*b*aSignificance Level: 95%
-27974633607282111130Unweighted total
-6281212223105847Weighted total

-*7546*4*413Lower cost of postage
-%5%26%40%31%28%2%42%8%48%28%

-----------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

-******-*-*time
-%1%1%*%*%*%2%-%1%-%*%

Better ability to track
-***1*--*-1the delivery
-%1%1%*%10%1%-%-%3%-%3%

a

Parcel less likely to
----1-1---2get lost
-%-%-%-%9%-%31%-%-%-%4%

a

Ability to select an
----1-----1express service
-%-%-%-%9%-%-%-%-%-%2%

a

-14*132**16Quicker delivery
-%9%13%4%10%12%62%2%2%13%13%

More convenient for me
-***1-***-1to drop the parcel off
-%1%1%1%9%-%2%1%1%-%3%

a

More convenient for me
to have the parcel

-*2231**1-5collected
-%3%7%14%29%7%2%2%23%-%11%

a

More convenient for the
recipient to take the

-***1*-**-1delivery
-%1%1%1%9%*%-%1%1%-%3%

a

Ability to set a
specific date/time for

--**1--**-1delivery
-%-%*%*%9%-%-%1%1%-%2%

a

Guarantee that the
parcel would arrive

----1*----1intact
-%-%-%-%9%*%-%-%-%-%2%

a
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*d*cbaba*b*a*b*aSignificance Level: 95%
-27974633607282111130Unweighted total
-6281212223105847Weighted total

The business has a
contract with the

-121-1-1--2provider
-%16%7%7%-%4%-%9%-%-%4%

--1--1----1Recommended by other
-%-%4%-%-%5%-%-%-%-%2%

It's a decision taken by
-12111-**-3the business
-%19%9%9%9%5%-%1%1%-%7%

-313458164421Other
-%49%44%36%45%38%33%54%65%50%45%

-*2231**1-5NET: Convenience
-%3%8%14%29%7%2%2%23%-%11%

a
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
37188727696-276367-248043130Unweighted total
*1927262029-72422-6231247Weighted total

-45749-158-*4413Lower cost of postage
-%23%19%26%20%30%-%20%20%36%-%3%18%31%28%

b

---------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

-*****-***-****time
-%1%1%*%1%1%-%1%*%*%-%1%1%*%*%

Better ability to track
-*****-*1*-1111the delivery
-%1%1%1%1%1%-%2%5%2%-%17%6%9%3%

Parcel less likely to
--------1--2222get lost
-%-%-%-%-%-%-%-%4%-%-%33%9%17%4%

Ability to select an
--------1--1111express service
-%-%-%-%-%-%-%-%4%-%-%16%5%9%2%

*24414-*42-1216Quicker delivery
26%13%14%14%7%14%-%6%15%8%-%18%11%9%13%

More convenient for me
-*****-*1--1111to drop the parcel off
-%1%1%*%1%1%-%1%5%-%-%16%5%10%3%

More convenient for me
to have the parcel

-22322-*34-1325collected
-%9%6%10%8%6%-%2%11%16%-%19%12%20%11%

More convenient for the
recipient to take the

-*****-*1*-1111delivery
-%*%1%*%1%1%-%1%5%*%-%16%5%9%3%

Ability to set a
specific date/time for

-*-*-*--1*-1111delivery
-%*%-%*%-%*%-%-%5%*%-%16%5%9%2%

Guarantee that the
parcel would arrive

---*---*1*-1111intact
-%-%-%*%-%-%-%1%5%*%-%16%5%9%2%

The business has a
contract with the

-22112--1--1112provider
-%10%7%4%5%7%-%-%4%-%-%14%4%8%4%

-*1111--11--1-1Recommended by other
-%*%4%4%6%4%-%-%5%5%-%-%5%-%2%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*d*cba*d*cbaSignificance Level: 95%
37188727696-276367-248043130Unweighted total
*1927262029-72422-6231247Weighted total

It's a decision taken by
-12112-121-1213the business
-%8%9%5%7%8%-%14%10%5%-%17%11%10%7%

*913101011-4107-312521Other
74%47%48%40%51%37%-%56%43%33%-%45%52%37%45%

-22322-*34-1335NET: Convenience
-%10%8%10%10%7%-%2%12%17%-%19%13%22%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-52772871620514058130Unweighted total
-4*219292417142047Weighted total

-2-*66**62313Lower cost of postage
-%51%-%7%33%21%15%8%37%18%13%28%

a

------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

----**--****time
-%-%-%-%1%1%-%-%*%*%1%*%

Better ability to track
----*****111the delivery
-%-%-%-%2%1%10%2%2%8%6%3%

Parcel less likely to
---------112get lost
-%-%-%-%-%-%-%-%-%8%5%4%

c

Ability to select an
---------111express service
-%-%-%-%-%-%-%-%-%8%5%2%

c

-1**24**1236Quicker delivery
-%28%16%4%13%13%7%12%3%17%13%13%

c

More convenient for me
----****-111to drop the parcel off
-%-%-%-%1%1%3%2%-%8%6%3%

c

More convenient for me
to have the parcel

---122**2235collected
-%-%-%44%8%6%10%3%13%12%13%11%

More convenient for the
recipient to take the

----****-111delivery
-%-%-%-%1%1%3%2%-%8%6%3%

c

Ability to set a
specific date/time for

----*---*111delivery
-%-%-%-%*%-%-%-%*%8%5%2%

Guarantee that the
parcel would arrive

----**-**111intact
-%-%-%-%*%*%-%2%*%8%6%2%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*e*dcbaSignificance Level: 95%
-52772871620514058130Unweighted total
-4*219292417142047Weighted total

The business has a
contract with the

---*22---112provider
-%-%-%2%10%7%-%-%-%7%5%4%

----*1---*11Recommended by other
-%-%-%-%*%4%-%-%-%*%5%2%

It's a decision taken by
----12*11123the business
-%-%-%-%7%8%3%29%6%9%12%7%

-1*171412871021Other
-%23%84%50%35%47%63%48%45%51%49%45%

---122**2235NET: Convenience
-%-%-%44%10%7%10%3%13%12%13%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
9121493-4612683129115126116125130Unweighted total
2611227-134626464046404647Weighted total

6517-4139131213121313Lower cost of postage
22%47%45%25%-%31%28%33%29%30%28%29%28%28%

--------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

*--*-*********time
1%-%-%1%-%*%*%*%*%*%*%*%*%*%

Better ability to track
*--*-1111*1*11the delivery
1%-%-%1%-%8%3%5%3%1%3%1%3%3%

Parcel less likely to
-----222212122get lost
-%-%-%-%-%16%5%8%5%3%5%3%5%4%

b

Ability to select an
-----1111-1-11express service
-%-%-%-%-%8%2%4%2%-%2%-%2%2%

32*2-262656566Quicker delivery
13%14%13%9%-%13%13%7%13%13%13%12%13%13%

More convenient for me
*-**-1111*1*11to drop the parcel off
1%-%2%1%-%8%3%5%3%1%3%1%3%3%

More convenient for me
to have the parcel

3*-2-253444345collected
11%*%-%7%-%17%11%13%9%10%9%7%9%11%

More convenient for the
recipient to take the

*--*-1111*1*11delivery
1%-%-%1%-%8%3%5%3%*%3%*%3%3%

Ability to set a
specific date/time for

*--*-1111*1*11delivery
*%-%-%*%-%8%2%4%2%*%2%*%2%2%

Guarantee that the
parcel would arrive

*--*-1111*1*11intact
*%-%-%*%-%8%2%4%2%*%2%*%2%2%

The business has a
contract with the

2--2-121212222provider
7%-%-%7%-%7%4%4%4%3%4%5%4%4%

*1-1--11111111Recommended by other
*%10%-%4%-%-%2%4%2%3%2%3%2%2%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
9121493-4612683129115126116125130Unweighted total
2611227-134626464046404647Weighted total

It's a decision taken by
2*-2-233323233the business
9%*%-%9%-%15%8%13%7%6%8%6%8%7%

123112-42012211821192121Other
44%28%40%45%-%33%43%45%46%45%46%47%46%45%

3**2-254444345NET: Convenience
12%*%2%8%-%18%12%14%9%11%10%8%9%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
5674926292783204211147130Unweighted total
173127416102710177*2247Weighted total

4105*847361-613Lower cost of postage
22%31%20%1%50%33%26%28%32%20%-%27%28%

-------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

***--**-*--**time
1%*%1%-%-%*%1%-%*%-%-%*%*%

Better ability to track
*11---*1*1-11the delivery
2%4%5%-%-%-%1%11%1%16%-%5%3%

Parcel less likely to
-21-1-1111-22get lost
-%7%4%-%7%-%4%11%6%16%-%10%4%

b

Ability to select an
-11----1-1-11express service
-%3%4%-%-%-%-%11%-%16%-%5%2%

154*2*422**26Quicker delivery
9%15%14%1%14%*%14%23%13%3%100%11%13%

More convenient for me
*11-***1*1-11to drop the parcel off
*%4%5%-%*%1%1%11%*%16%-%5%3%

More convenient for me
to have the parcel

233*212212-35collected
14%9%11%1%14%5%9%22%8%32%-%16%11%

More convenient for the
recipient to take the

-11--**1-1-11delivery
-%4%5%-%-%1%*%11%-%16%-%5%3%

Ability to set a
specific date/time for

-11---*1*1-11delivery
-%4%4%-%-%-%*%11%*%16%-%5%2%

Guarantee that the
parcel would arrive

*11--*-1-1-11intact
*%3%4%-%-%1%-%11%-%16%-%5%2%

The business has a
contract with the

-22--11-1--12provider
-%6%7%-%-%9%4%-%5%-%-%4%4%

1**1--*1----1Recommended by other
6%*%*%24%-%-%*%11%-%-%-%-%2%

a
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*a*cb*ab*a*baSignificance Level: 95%
5674926292783204211147130Unweighted total
173127416102710177*2247Weighted total

It's a decision taken by
122-1111-1-13the business
8%7%9%-%7%11%4%11%-%16%-%5%7%

9131236613294-1121Other
51%41%46%73%35%60%49%16%52%61%-%51%45%

233*213212-35NET: Convenience
15%10%12%1%14%5%10%22%8%32%-%16%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cbadc*badcbaSignificance Level: 95%
1301812613441662755918259113130Unweighted total

4784239142311183429173747Weighted total

13316246341084913Lower cost of postage
28%41%34%24%22%27%25%25%24%29%29%21%25%28%

--------------Lower cost of insurance
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

Guarantee that the
parcel would arrive on

*--****-******time
*%-%-%*%2%*%*%-%1%*%*%1%1%*%

Better ability to track
1*-1***-*1*111the delivery
3%3%-%5%1%1%1%-%1%4%1%6%3%3%

Parcel less likely to
2--11----1-222get lost
4%-%-%5%12%-%-%-%-%3%-%12%6%4%

cdc

Ability to select an
1--1-----1-111express service
2%-%-%5%-%-%-%-%-%3%-%6%3%2%

c

61122143344356Quicker delivery
13%12%29%7%26%10%16%23%14%11%13%17%14%13%

b

More convenient for me
1--1--*-*1*111to drop the parcel off
3%-%-%6%-%-%*%-%*%3%*%8%4%3%

c

More convenient for me
to have the parcel

5113*12*253135collected
11%13%24%11%5%10%7%2%9%15%10%8%8%11%

More convenient for the
recipient to take the

1--1--*-*1*111delivery
3%-%-%5%-%-%1%-%1%3%*%7%3%3%

c

Ability to set a
specific date/time for

1--1**-*-1*111delivery
2%-%-%5%1%*%-%1%-%3%*%6%3%2%

c

Guarantee that the
parcel would arrive

1*-1-----1*111intact
2%1%-%5%-%-%-%-%-%3%*%6%3%2%

c

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 222  (continuation)                                                                                                                                                  Page 3990

QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

*d*cbadc*badcbaSignificance Level: 95%
1301812613441662755918259113130Unweighted total

4784239142311183429173747Weighted total

The business has a
contract with the

2--11211111122provider
4%-%-%4%11%14%4%9%5%3%3%6%5%4%

1--1**1*111-11Recommended by other
2%-%-%5%1%*%5%*%6%3%4%-%3%2%

It's a decision taken by
31-2**2*121233the business
7%12%-%10%1%1%10%*%7%7%4%14%9%7%

c

211113461057141291721Other
45%17%14%55%47%45%42%50%39%40%43%52%46%45%

5113*12*253235NET: Convenience
11%13%24%13%5%10%8%2%9%15%10%10%9%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

130130Unweighted total
4747Weighted total

1313Lower cost of postage
28%28%

--Lower cost of insurance
-%-%

Guarantee that the
parcel would arrive on

**time
*%*%

Better ability to track
11the delivery
3%3%

Parcel less likely to
22get lost
4%4%

Ability to select an
11express service
2%2%

66Quicker delivery
13%13%

More convenient for me
11to drop the parcel off
3%3%

More convenient for me
to have the parcel

55collected
11%11%

More convenient for the
recipient to take the

11delivery
3%3%

Ability to set a
specific date/time for

11delivery
2%2%

Guarantee that the
parcel would arrive

11intact
2%2%

The business has a
contract with the

22provider
4%4%

11Recommended by other
2%2%

It's a decision taken by
33the business
7%7%

2121Other
45%45%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

130130Unweighted total
4747Weighted total

55NET: Convenience
11%11%
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QN6. And why do you sometimes choose to use someone other than Royal Mail to send your parcels / letters?
Base: All who sometimes use someone other than RM to send parcels/letters (QN3a=2-15 OR QN3b=2-15)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbaedcbaSignificance Level: 95%
46122466702163265119171387Unweighted total

639404715258137152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

316121541135257would not change
50%42%60%29%32%29%22%21%35%38%37%

bcc

We would send a similar
number of letters  but
use 2nd class postage

*2261441123034more
7%48%20%15%29%24%28%29%19%22%22%

e

We would send fewer
**-311***88letters to save money
2%1%-%8%3%3%4%2%4%6%5%

We would  send fewer
letters and switch to
electronic alternatives

3*2161461233845where we can
41%8%20%38%30%40%44%42%38%28%29%

aa

Some other impact of
---21----33postage price increase
-%-%-%5%2%-%-%-%-%3%2%

e

We would not send any
mail because the price

---2-*--*22would be unaffordable
-%-%-%5%-%*%-%-%1%1%1%

----1****12Other (write in)
-%-%-%-%3%2%2%3%1%1%1%

Don't know (DO NOT READ
-----*-**11OUT)
-%-%-%-%-%2%-%2%2%1%1%

NET: Would send fewer
3*2191671244653letters

43%9%20%46%33%44%48%44%42%34%35%

a

NET: Would send a
similar number of

438182981258391letters
57%91%80%44%62%53%50%50%55%61%60%

b
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
425058237242235512113381221387Unweighted total

669130141323299712717152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

23448741383*51757would not change
34%42%42%37%50%32%57%27%34%4%41%17%40%37%

fjm

We would send a similar
number of letters  but
use 2nd class postage

2212914273322534more
31%27%13%23%8%28%9%23%30%48%19%33%32%22%

gkg

We would send fewer
***81121--11-8letters to save money
6%1%1%6%8%8%9%4%-%-%10%14%-%5%

k

We would  send fewer
letters and switch to
electronic alternatives

22338425123341445where we can
28%29%37%29%28%15%20%42%36%48%29%19%22%29%

g

Some other impact of
--*3-111-----3postage price increase
-%-%3%2%-%8%5%4%-%-%-%-%-%2%

We would not send any
mail because the price

-*-21-------12would be unaffordable
-%1%-%2%7%-%-%-%-%-%-%-%6%1%

-**1--*----1-2Other (write in)
-%1%3%1%-%-%*%-%-%-%-%17%-%1%

Don't know (DO NOT READ
*-*1-1-*--*--1OUT)
1%-%*%1%-%8%-%*%-%-%1%-%-%1%

NET: Would send fewer
22445537133352453letters

34%30%38%35%35%23%29%46%36%48%39%33%22%35%

NET: Would send a
similar number of

4457788151463741291letters
65%69%55%59%58%60%66%50%64%52%61%50%72%60%
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
63324147240144311979538476387Unweighted total
1513756966016632202161152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

354243222102108*5*57would not change
17%40%43%34%36%62%28%33%40%3%32%21%37%

bbeh

We would send a similar
number of letters  but
use 2nd class postage

430926142293-4*34more
29%22%15%27%23%15%38%27%16%-%23%3%22%

b

We would send fewer
174441-11-**8letters to save money
9%5%6%5%7%7%-%5%5%-%1%3%5%

We would  send fewer
letters and switch to
electronic alternatives

639172716229826145where we can
36%29%31%29%27%10%33%28%39%94%36%73%29%

gggg

Some other impact of
-32111-*--1-3postage price increase
-%3%4%1%2%7%-%1%-%-%7%-%2%

We would not send any
mail because the price

11*2--*2----2would be unaffordable
7%1%*%2%-%-%1%6%-%-%-%-%1%

ah

*1*21-----*-2Other (write in)
2%1%*%2%2%-%-%-%-%-%1%-%1%

Don't know (DO NOT READ
*1*11*-*-*--1OUT)
*%1%*%1%2%*%-%*%-%3%-%-%1%

NET: Would send fewer
7462132203210926153letters

46%33%37%33%34%16%33%33%44%94%37%76%35%

gg

NET: Would send a
similar number of

7843358351241911*9*91letters
45%61%59%60%60%77%66%60%56%3%55%24%60%

b
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1008320315372387Unweighted total

3229909143152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

1183715657would not change
33%27%41%6%39%37%

b

We would send a similar
number of letters  but
use 2nd class postage

672152934more
19%25%23%55%20%22%

We would send fewer
*25-88letters to save money
1%8%6%-%6%5%

c

We would  send fewer
letters and switch to
electronic alternatives

10102544145where we can
32%32%28%39%29%29%

Some other impact of
21*-33postage price increase
7%4%*%-%2%2%

aa

We would not send any
mail because the price

*11-22would be unaffordable
*%3%1%-%1%1%

1*1-22Other (write in)
3%*%1%-%1%1%

Don't know (DO NOT READ
1**-11OUT)
4%*%*%-%1%1%

a

NET: Would send fewer
11123044953letters
34%40%34%39%34%35%

NET: Would send a
similar number of

17155768591letters
53%53%64%61%60%60%
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
1201848318369----315102267387Unweighted total

2575524148----*421127152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

52724155-----145257would not change
20%36%47%31%37%-%-%-%-%-%34%18%41%37%

ccbb

We would send a similar
number of letters  but
use 2nd class postage

61910*34-----*52934more
22%25%18%3%23%-%-%-%-%-%3%26%22%22%

We would send fewer
134*8-----**88letters to save money
2%4%8%1%5%-%-%-%-%-%1%2%6%5%

c

We would  send fewer
letters and switch to
electronic alternatives

92312342----*273545where we can
38%30%24%64%28%-%-%-%-%100%60%32%28%29%

a

Some other impact of
21*-3------213postage price increase
8%1%1%-%2%-%-%-%-%-%-%10%1%2%

abai

We would not send any
mail because the price

-11-2-------22would be unaffordable
-%1%2%-%1%-%-%-%-%-%-%-%2%1%

1*--2------1*2Other (write in)
5%1%-%-%1%-%-%-%-%-%-%6%*%1%

abai

Don't know (DO NOT READ
1***1-----*1*1OUT)
5%*%*%1%1%-%-%-%-%-%1%5%*%1%

bai

NET: Would send fewer
102617350----*274353letters
40%35%32%65%34%-%-%-%-%100%62%35%34%35%

NET: Would send a
similar number of

114634189-----198091letters
42%62%65%34%60%-%-%-%-%-%37%44%63%60%

ccbb
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138324287141164387259355387Unweighted total
--2237139104405915285132152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

--****5636111657334757would not change
-%-%4%16%2%4%40%35%27%27%37%39%36%37%

bdedede

We would send a similar
number of letters  but
use 2nd class postage

---*12312181234163034more
-%-%-%15%42%25%22%20%21%20%22%19%23%22%

We would send fewer
--*-**85248668letters to save money
-%-%2%-%4%1%6%5%4%6%5%7%5%5%

We would  send fewer
letters and switch to
electronic alternatives

--11123836152245254145where we can
-%-%48%69%52%37%28%35%37%38%29%29%31%29%

Some other impact of
--1---22313223postage price increase
-%-%46%-%-%-%2%2%8%2%2%3%2%2%

abcdf

We would not send any
mail because the price

-----112*12122would be unaffordable
-%-%-%-%-%16%1%2%*%2%1%1%2%1%

a

-----*2**22122Other (write in)
-%-%-%-%-%1%1%*%*%3%1%1%1%1%

f

Don't know (DO NOT READ
-----1*1111111OUT)
-%-%-%-%-%17%*%1%3%2%1%1%1%1%

a

NET: Would send fewer
--11134641172653314753letters
-%-%50%69%56%38%33%40%41%44%35%36%36%35%

c

NET: Would send a
similar number of

--*1128757192891497791letters
-%-%4%31%44%29%63%55%47%47%60%58%59%60%

bdedde
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
38695981051-1-124156387Unweighted total
120313961*-*-*1157152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

*5121326------11557would not change
21%23%40%35%43%-%-%-%-%-%-%91%26%37%

dd

We would send a similar
number of letters  but
use 2nd class postage

-55914*-*-*--1234more
-%25%17%24%23%100%-%100%-%100%-%-%21%22%

We would send fewer
-*142------*48letters to save money
-%2%4%11%4%-%-%-%-%-%-%4%7%5%

ad

We would  send fewer
letters and switch to
electronic alternatives

1791116-----1*2145where we can
75%38%30%28%26%-%-%-%-%-%100%5%37%29%

Some other impact of
-11-1-------13postage price increase
-%5%3%-%2%-%-%-%-%-%-%-%2%2%

b

We would not send any
mail because the price

--11--------12would be unaffordable
-%-%4%2%-%-%-%-%-%-%-%-%2%1%

*-*-1-------22Other (write in)
4%-%1%-%2%-%-%-%-%-%-%-%3%1%

Don't know (DO NOT READ
-1***-------11OUT)
-%6%*%*%*%-%-%-%-%-%-%-%2%1%

abc

NET: Would send fewer
18111518-----1*2553letters

75%40%34%39%30%-%-%-%-%-%100%9%44%35%

NET: Would send a
similar number of

*10182340*-*-*-12791letters
21%49%57%59%66%100%-%100%-%100%-%91%47%60%

d
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2136634353671186332383853387Unweighted total

9143141391843718121325152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

3545525191132957would not change
31%38%37%37%29%28%25%91%18%27%12%36%37%

b

We would send a similar
number of letters  but
use 2nd class postage

232430327-*24534more
25%22%33%21%17%57%18%-%4%19%33%21%22%

dd

We would send fewer
17171*3-**218letters to save money

12%5%8%5%6%1%7%-%4%1%17%4%5%

ac

We would  send fewer
letters and switch to
electronic alternatives

2432438113*454945where we can
20%30%15%31%45%13%37%9%47%41%31%37%29%

b

Some other impact of
1212*-1--1-*3postage price increase

12%2%8%2%2%-%3%-%-%9%-%1%2%

a

We would not send any
mail because the price

-2-2--1---1*2would be unaffordable
-%1%-%1%-%-%3%-%-%-%7%*%1%

-2-2*-2-1**-2Other (write in)
-%1%-%1%*%-%4%-%15%2%*%-%1%

ab

Don't know (DO NOT READ
-1-1**1-1*-*1OUT)
-%1%-%1%*%1%3%-%13%1%-%*%1%

abc

NET: Would send fewer
35035010116*4561053letters

32%35%23%36%52%14%44%9%51%42%48%42%35%

NET: Would send a
similar number of

586981831612661491letters
56%60%70%59%46%85%44%91%22%46%44%56%60%

ddd
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-57331116411239442715387Unweighted total
-16120441544418810152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

-54018313342257would not change
-%29%33%40%21%29%73%23%23%22%37%

We would send a similar
number of letters  but
use 2nd class postage

-3281039-53134more
-%16%23%24%22%20%-%27%42%12%22%

We would send fewer
-16213***-8letters to save money
-%9%5%5%8%6%1%*%1%-%5%

We would  send fewer
letters and switch to
electronic alternatives

-74110616163445where we can
-%44%34%22%42%36%26%37%34%42%29%

aa

Some other impact of
--111*-1-13postage price increase
-%-%1%3%7%1%-%6%-%11%2%

a

We would not send any
mail because the price

--21-1----2would be unaffordable
-%-%2%2%-%2%-%-%-%-%1%

-*11-2-1-12Other (write in)
-%2%1%3%-%4%-%6%-%11%1%

Don't know (DO NOT READ
-*1*-1-*-*1OUT)
-%*%1%*%-%3%-%1%-%2%1%

NET: Would send fewer
-94712719173453letters
-%53%39%27%50%42%27%37%35%42%35%

aa

NET: Would send a
similar number of

-76828621395391letters
-%45%56%64%43%48%73%50%65%35%60%

c
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6250313135242337-37120107-43229104387Unweighted total
2961164979125-94539-127338152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

13347143246-21011-5251457would not change
87%35%40%28%40%36%-%25%22%28%-%39%34%38%37%

c

We would send a similar
number of letters  but
use 2nd class postage

*2228101428-2911-115834more
6%23%24%20%17%22%-%22%20%27%-%12%20%22%22%

We would send fewer
*46356-*41-1628letters to save money
4%4%5%5%6%5%-%4%8%3%-%12%8%6%5%

We would  send fewer
letters and switch to
electronic alternatives

*3231182439-31812-3241045where we can
4%34%27%37%31%31%-%35%41%31%-%25%33%27%29%

Some other impact of
-1*111--*1-1113postage price increase
-%1%*%3%2%1%-%-%1%3%-%9%1%4%2%

b

We would not send any
mail because the price

-21112--11--112would be unaffordable
-%2%1%2%1%2%-%-%2%2%-%-%1%2%1%

-21212-111-***2Other (write in)
-%2%1%3%1%1%-%14%3%3%-%2%*%1%1%

ab

Don't know (DO NOT READ
-*1111-*11-*1*1OUT)
-%*%1%3%2%1%-%1%3%3%-%1%2%*%1%

NET: Would send fewer
*3637212945-42213-4301253letters
7%37%32%42%37%36%-%38%49%34%-%37%41%33%35%

a

NET: Would send a
similar number of

15575234573-41922-6402391letters
93%57%65%48%58%59%-%47%42%55%-%51%54%60%60%

c
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
136924028024308271121387Unweighted total
*3149110444292441152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

-11*2739*1851057would not change
-%32%61%1%30%37%8%29%28%22%24%37%

We would send a similar
number of letters  but
use 2nd class postage

*--12228*164734more
100%-%-%25%24%27%4%25%20%15%18%22%

We would send fewer
---135**1348letters to save money
-%-%-%24%4%5%1%1%4%14%9%5%

c

We would  send fewer
letters and switch to
electronic alternatives

-2**34293210101645where we can
-%68%39%3%37%28%77%37%35%43%40%29%

a

Some other impact of
---11*--1--3postage price increase
-%-%-%24%1%*%-%-%5%-%-%2%

a

We would not send any
mail because the price

---121--1*12would be unaffordable
-%-%-%21%2%1%-%-%3%*%2%1%

----11**1112Other (write in)
-%-%-%-%1%1%9%8%5%5%3%1%

Don't know (DO NOT READ
----*1--**11OUT)
-%-%-%-%*%1%-%-%*%*%3%1%

NET: Would send fewer
-2*137343211142053letters
-%68%39%28%41%32%78%38%39%57%50%35%

ac

NET: Would send a
similar number of

*1114967*21491791letters
100%32%61%27%54%64%12%54%48%37%42%60%

b
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
3185012315-102371217380323379325374387Unweighted total
118254118-3114379148119146121144152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

459146-145029534351425057would not change
38%36%27%39%-%44%35%37%36%36%35%35%35%37%

We would send a similar
number of letters  but
use 2nd class postage

284*28-83420342834283334more
23%18%11%23%-%26%24%25%23%23%23%23%23%22%

We would send fewer
52-4-274878688letters to save money
4%8%-%3%-%7%5%6%5%6%6%5%6%5%

We would  send fewer
letters and switch to
electronic alternatives

357334-64421453644384445where we can
30%30%61%29%-%19%31%27%30%30%30%31%31%29%

c

Some other impact of
11-2-131323233postage price increase
1%4%-%2%-%3%2%2%2%2%2%2%2%2%

We would not send any
mail because the price

2--1--21212222would be unaffordable
2%-%-%1%-%-%1%1%1%1%1%2%1%1%

2--2-*1*222222Other (write in)
1%-%-%1%-%*%1%1%1%1%1%1%1%1%

Don't know (DO NOT READ
*1*1-*11111111OUT)
*%4%1%1%-%*%1%1%1%1%1%1%1%1%

b

NET: Would send fewer
4010338-85126524352445253letters
34%38%61%32%-%27%36%33%35%36%36%36%36%35%

NET: Would send a
similar number of

7313274-228449877085708391letters
61%53%38%63%-%69%59%62%59%59%58%58%58%60%

b
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
163224330134170269475614360387Unweighted total

61911228212610917246*25152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

243347271142381-857would not change
39%36%39%25%33%43%39%20%32%23%-%32%37%

aa

We would send a similar
number of letters  but
use 2nd class postage

151930-4231152*634more
24%21%25%-%17%8%28%8%20%37%40%23%22%

ac

We would send fewer
36611143*1-18letters to save money
4%6%5%17%5%4%3%20%*%18%-%4%5%

bc

We would  send fewer
letters and switch to
electronic alternatives

16283329112869**945where we can
27%31%27%19%45%41%25%37%39%3%40%37%29%

cb

Some other impact of
2121--3-2--13postage price increase
4%1%2%13%-%-%3%-%9%-%-%4%2%

We would not send any
mail because the price

*22--1*1----2would be unaffordable
*%2%2%-%-%4%*%5%-%-%-%-%1%

bb

*111--1*-1--2Other (write in)
*%2%*%13%-%-%1%2%-%18%-%-%1%

Don't know (DO NOT READ
1**1--*1****1OUT)
2%*%*%13%-%-%*%7%*%1%19%*%1%

bc

NET: Would send fewer
19343931012311091*1053letters
31%37%32%36%50%45%29%58%39%21%40%41%35%

cbb

NET: Would send a
similar number of

39527821113735124*1491letters
63%58%64%25%50%51%67%28%51%60%40%54%60%

aac
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
387823017686134208531157714856387387Unweighted total
1523911643250821941255115152152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

572421613173051161445757would not change
37%62%20%25%41%33%36%26%26%23%28%25%37%37%

abcbcacd

We would send a similar
number of letters  but
use 2nd class postage

347410101022474943434more
22%18%32%16%33%20%27%23%18%17%17%30%22%22%

bbdc

We would send fewer
8116*232323188letters to save money
5%3%10%9%*%5%3%12%6%9%5%7%5%5%

aac

We would  send fewer
letters and switch to
electronic alternatives

4562287182461882164545where we can
29%16%19%45%21%35%29%33%43%34%41%37%29%29%

acdca

Some other impact of
3*11111-111-33postage price increase
2%1%10%2%3%2%2%-%3%4%3%-%2%2%

bd

We would not send any
mail because the price

2-11-11**1*-22would be unaffordable
1%-%8%2%-%2%1%*%*%4%*%-%1%1%

abdc

2-***1*1*12*22Other (write in)
1%-%*%*%1%2%*%6%1%5%3%*%1%1%

aca

Don't know (DO NOT READ
1*-1**1*111-11OUT)
1%*%-%2%*%*%1%*%3%4%2%-%1%1%

a

NET: Would send fewer
53733472026820112475353letters
35%19%29%54%21%40%32%44%49%43%46%45%35%35%

acdca

NET: Would send a
similar number of

9131626232752918102389191letters
60%80%53%41%74%53%63%48%44%40%45%55%60%60%

bcbcacd
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QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

387387Unweighted total
152152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

5757would not change
37%37%

We would send a similar
number of letters  but
use 2nd class postage

3434more
22%22%

We would send fewer
88letters to save money
5%5%

We would  send fewer
letters and switch to
electronic alternatives

4545where we can
29%29%

Some other impact of
33postage price increase
2%2%

We would not send any
mail because the price

22would be unaffordable
1%1%

22Other (write in)
1%1%

Don't know (DO NOT READ
11OUT)
1%1%

NET: Would send fewer
5353letters
35%35%

NET: Would send a
similar number of

9191letters
60%60%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 223  (continuation)                                                                                                                                                  Page 4008

QN7a. If your business' total cost of sending letters went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*d*cbaedcbaSignificance Level: 95%
46122466702163265119171387Unweighted total

639404715258137152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

1128112**13537would not change
8%42%23%21%24%11%9%10%12%26%24%

ebcde

We would send a similar
number of letters  but
use 2nd class postage

2-141131112427more
38%-%15%10%22%17%23%19%14%18%17%

b

We would send fewer
*-1211***55letters to save money
4%-%12%4%2%4%2%4%4%4%4%

We would  send fewer
letters and switch to
electronic alternatives

325232091356474where we can
48%53%48%57%43%60%57%58%62%47%48%

aa

Some other impact of
----1*-*-11postage price increase
-%-%-%-%2%2%-%6%-%1%1%

ab

We would not send any
mail because the price

-**22*--*44would be unaffordable
-%5%1%5%4%2%-%-%4%3%3%

*--11**-*33Other (write in)
1%-%-%3%2%1%2%-%1%2%2%

Don't know (DO NOT READ
*-*--1***-1OUT)
1%-%*%-%-%4%7%3%4%-%*%

aaaa

NET: Would send fewer
3262521101366979letters

52%53%61%61%45%64%59%62%66%51%52%

aa

NET: Would send a
similar number of

314132241125963letters
46%42%38%31%46%28%32%29%26%43%42%

bce
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkj*i*hgf*e*dc*b*aSignificance Level: 95%
425058237242235512113381221387Unweighted total

669130141323299712717152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

2232953561*21437would not change
36%38%30%23%35%28%24%22%10%5%19%17%25%24%

j

We would send a similar
number of letters  but
use 2nd class postage

*1124345421*1327more
8%16%7%19%22%28%24%15%25%14%2%19%19%17%

cckckc

We would send fewer
***5-12--**1-5letters to save money
2%5%5%3%-%8%9%-%-%2%1%14%-%4%

f

We would  send fewer
letters and switch to
electronic alternatives

32563649155493874where we can
54%38%55%48%43%34%38%51%52%63%77%36%49%48%

fgjklm

Some other impact of
---1-*---1---1postage price increase
-%-%-%1%-%1%-%-%-%16%-%-%-%1%

We would not send any
mail because the price

-**4---21-*-14would be unaffordable
-%1%*%3%-%-%-%7%12%-%*%-%6%3%

--*3--11---1-3Other (write in)
-%-%*%3%-%-%5%4%-%-%-%14%-%2%

Don't know (DO NOT READ
****---**-*--1OUT)
1%2%2%*%-%-%-%*%1%-%*%-%-%*%

NET: Would send fewer
436676511155494879letters

56%43%60%52%43%43%48%51%52%64%78%50%49%52%

fgjlm

NET: Would send a
similar number of

343548711113133763letters
43%54%37%41%57%56%47%38%35%20%22%36%44%42%

cccc
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
63324147240144311979538476387Unweighted total
1513756966016632202161152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

2351918127184*4*37would not change
12%26%34%19%20%45%22%24%22%3%28%21%24%

badeh

We would send a similar
number of letters  but
use 2nd class postage

224819133153-2-27more
13%18%14%20%22%16%19%15%14%-%15%-%17%

We would send fewer
144231-11-**5letters to save money
7%3%7%2%4%7%-%4%2%-%*%3%4%

a

We would  send fewer
letters and switch to
electronic alternatives

96421522943151228174where we can
59%47%38%55%48%26%56%49%57%94%49%76%48%

bgggg

Some other impact of
-1-11---*---1postage price increase
-%1%-%1%2%-%-%-%1%-%-%-%1%

We would not send any
mail because the price

132211-11---4would be unaffordable
7%2%4%2%2%7%-%4%5%-%-%-%3%

*3211-*1--1-3Other (write in)
*%2%4%1%2%-%1%4%-%-%7%-%2%

Don't know (DO NOT READ
*****-**-**-1OUT)
1%*%1%*%*%-%2%1%-%3%*%-%*%

NET: Would send fewer
106925543153171228179letters
67%50%45%56%53%32%56%52%59%94%50%79%52%

abgg

NET: Would send a
similar number of

460273725102137*7*63letters
25%44%47%38%41%61%41%40%35%3%43%21%42%

bdeh
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1008320315372387Unweighted total

3229909143152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

842413637would not change
26%13%26%6%25%24%

bb

We would send a similar
number of letters  but
use 2nd class postage

561642327more
14%20%18%42%16%17%

We would send fewer
*24-55letters to save money
*%6%4%-%4%4%

c

We would  send fewer
letters and switch to
electronic alternatives

16184056974where we can
51%60%44%50%48%48%

a

Some other impact of
*-1*11postage price increase
1%-%1%2%1%1%

We would not send any
mail because the price

**4-44would be unaffordable
*%*%5%-%3%3%

c

2*1-33Other (write in)
7%*%1%-%2%2%

ab

Don't know (DO NOT READ
***-11OUT)
1%1%*%-%*%*%

NET: Would send fewer
16194357479letters
51%66%48%50%52%52%

ac

NET: Would send a
similar number of

13104055963letters
41%33%44%48%41%42%
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
1201848318369----315102267387Unweighted total

2575524148----*421127152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

22015136-----113437would not change
10%26%29%30%24%-%-%-%-%-%33%5%27%24%

ccbb

We would send a similar
number of letters  but
use 2nd class postage

21410*26-----*22427more
9%19%19%3%18%-%-%-%-%-%3%10%19%17%

ccb

We would send fewer
*14-5------*55letters to save money
1%1%9%-%4%-%-%-%-%-%-%1%4%4%

bc

We would  send fewer
letters and switch to
electronic alternatives

183520371----*2155674where we can
71%47%39%66%48%-%-%-%-%100%63%72%44%48%

abai

Some other impact of
-1*-1-------11postage price increase
-%1%*%-%1%-%-%-%-%-%-%-%1%1%

We would not send any
mail because the price

*22-4------*44would be unaffordable
*%3%4%-%3%-%-%-%-%-%-%*%3%3%

21--3------213Other (write in)
9%2%-%-%2%-%-%-%-%-%-%10%1%2%

abai

Don't know (DO NOT READ
**-*1-----***1OUT)
1%*%-%1%*%-%-%-%-%-%1%1%*%*%

NET: Would send fewer
183625376----*2156179letters
71%48%48%66%52%-%-%-%-%100%63%72%48%52%

abai

NET: Would send a
similar number of

53425162-----135963letters
19%45%48%33%42%-%-%-%-%-%36%16%46%42%

ccbb
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138324287141164387259355387Unweighted total
--2237139104405915285132152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

--**-*362361237252937would not change
-%-%2%16%-%3%26%22%14%21%24%29%22%24%

beeaee

We would send a similar
number of letters  but
use 2nd class postage

--**-125157827122327more
-%-%4%6%-%22%18%15%17%13%17%14%17%17%

We would send fewer
-----*53115445letters to save money
-%-%-%-%-%1%4%3%3%2%4%5%3%4%

We would  send fewer
letters and switch to
electronic alternatives

--11346556243474386874where we can
-%-%48%75%100%54%47%54%59%58%48%45%52%48%

bbcbc

Some other impact of
------11*-1*11postage price increase
-%-%-%-%-%-%1%1%*%-%1%*%1%1%

We would not send any
mail because the price

---*-133114244would be unaffordable
-%-%-%2%-%16%2%3%3%2%3%3%3%3%

a

--1--*21123313Other (write in)
-%-%46%-%-%1%2%1%3%4%2%4%1%2%

aaf

Don't know (DO NOT READ
-----**1**1*11OUT)
-%-%-%-%-%2%*%1%1%1%*%*%*%*%

NET: Would send fewer
--11347059253679437279letters
-%-%48%75%100%56%51%57%63%60%52%50%55%52%

bcb

NET: Would send a
similar number of

--**-26138122063375263letters
-%-%6%22%-%25%44%37%31%33%42%43%39%42%

bede
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
38695981051-1-124156387Unweighted total
120313961*-*-*1157152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

*47719------11137would not change
21%19%22%18%31%-%-%-%-%-%-%91%20%24%

b

We would send a similar
number of letters  but
use 2nd class postage

-36711-------827more
-%14%19%18%18%-%-%-%-%-%-%-%13%17%

We would send fewer
-*122------*15letters to save money
-%*%2%6%4%-%-%-%-%-%-%4%2%4%

d

We would  send fewer
letters and switch to
electronic alternatives

113142026*-*--1*3374where we can
75%65%46%51%42%100%-%100%-%-%100%5%58%48%

ac

Some other impact of
--*1---------1postage price increase
-%-%*%3%-%-%-%-%-%-%-%-%-%1%

We would not send any
mail because the price

--2*2----*--14would be unaffordable
-%-%7%*%4%-%-%-%-%100%-%-%2%3%

bd

**111-------23Other (write in)
4%*%3%3%2%-%-%-%-%-%-%-%4%2%

Don't know (DO NOT READ
-****-------*1OUT)
-%1%*%1%*%-%-%-%-%-%-%-%1%*%

NET: Would send fewer
113152228*-*--1*3479letters

75%65%48%57%46%100%-%100%-%-%100%9%61%52%

ac

NET: Would send a
similar number of

*7131430------11963letters
21%33%41%36%49%-%-%-%-%-%-%91%33%42%

d
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
2136634353671186332383853387Unweighted total

9143141391843718121325152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

2352354171121737would not change
18%25%12%25%20%28%20%91%13%18%6%30%24%

b

We would send a similar
number of letters  but
use 2nd class postage

125224413-*13327more
13%18%16%18%22%27%7%-%4%11%25%10%17%

ad

We would send fewer
-5-5**1-**1-5letters to save money
-%4%-%4%*%1%3%-%1%*%9%-%4%

a

We would  send fewer
letters and switch to
electronic alternatives

66810649223*7861474where we can
69%47%72%46%51%40%64%9%80%61%43%59%48%

aab

Some other impact of
-1-1--------1postage price increase
-%1%-%1%-%-%-%-%-%-%-%-%1%

We would not send any
mail because the price

-4*41-*-**1-4would be unaffordable
-%3%*%3%5%-%*%-%1%*%7%-%3%

aa

-3-3*-2-*11-3Other (write in)
-%2%-%2%1%-%6%-%1%9%9%-%2%

aa

Don't know (DO NOT READ
-1-1***-****1OUT)
-%*%-%*%1%4%*%-%1%1%1%1%*%

NET: Would send fewer
673106910225*7871479letters

69%51%72%50%52%41%67%9%81%61%52%59%52%

aab

NET: Would send a
similar number of

361460821011441063letters
31%42%27%43%41%55%27%91%17%29%31%41%42%

d

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 224  (continuation)                                                                                                                                                  Page 4016

QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-57331116411239442715387Unweighted total
-16120441544418810152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

-3231311123*237would not change
-%17%19%31%5%26%49%16%5%22%24%

bb

We would send a similar
number of letters  but
use 2nd class postage

-122525112-27more
-%9%19%12%14%12%21%7%27%-%17%

We would send fewer
-141*1****5letters to save money
-%7%4%3%1%3%1%1%1%*%4%

We would  send fewer
letters and switch to
electronic alternatives

-11642111231115574where we can
-%66%53%47%74%53%30%64%66%55%48%

aa

Some other impact of
--11------1postage price increase
-%-%1%2%-%-%-%-%-%-%1%

We would not send any
mail because the price

-*411--1*14would be unaffordable
-%*%4%3%7%-%-%6%1%10%3%

a

-**1-2-1-13Other (write in)
-%*%*%3%-%5%-%6%-%11%2%

b

Don't know (DO NOT READ
-*1*-*-*-*1OUT)
-%1%*%*%-%1%-%1%-%1%*%

NET: Would send fewer
-12682211251115579letters
-%73%57%50%74%56%31%65%67%56%52%

aba

NET: Would send a
similar number of

-44519317342263letters
-%26%38%43%19%38%69%23%32%22%42%

cb
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6250313135242337-37120107-43229104387Unweighted total
2961164979125-94539-127338152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

12033112328-288-4191237would not change
87%21%28%23%30%23%-%18%18%19%-%35%26%32%24%

We would send a similar
number of letters  but
use 2nd class postage

-192361123-356-211527more
-%19%20%13%14%18%-%27%12%16%-%13%15%14%17%

b

We would send fewer
*44144--11--4*5letters to save money
4%4%4%2%5%3%-%-%3%3%-%-%6%*%4%

a

We would  send fewer
letters and switch to
electronic alternatives

*4650273462-52723-5351974where we can
9%48%43%54%44%50%-%53%61%58%-%41%47%50%48%

b

Some other impact of
-11-*1------*-1postage price increase
-%1%1%-%*%1%-%-%-%-%-%-%*%-%1%

We would not send any
mail because the price

-43124-*1*--1-4would be unaffordable
-%5%3%2%3%4%-%1%2%*%-%-%2%-%3%

-11231--11-1213Other (write in)
-%1%1%5%4%1%-%-%3%3%-%9%3%3%2%

aa

Don't know (DO NOT READ
-*1**1-***-***1OUT)
-%*%1%1%1%*%-%1%1%1%-%2%*%*%*%

NET: Would send fewer
*5154283866-52824-5391979letters

13%53%47%57%49%53%-%53%64%61%-%41%53%50%52%

NET: Would send a
similar number of

13956183451-41414-6301763letters
87%40%48%36%43%41%-%45%31%35%-%48%41%46%42%
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
136924028024308271121387Unweighted total
*3149110444292441152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

-11-1626-174837would not change
-%32%56%-%18%25%-%15%24%18%20%24%

b

We would send a similar
number of letters  but
use 2nd class postage

--*21822*142527more
-%-%5%47%20%21%10%33%13%10%11%17%

abc

We would send fewer
----34--1115letters to save money
-%-%-%-%3%4%-%-%4%5%3%4%

We would  send fewer
letters and switch to
electronic alternatives

-2**46463216142574where we can
-%68%39%4%51%45%85%48%54%59%60%48%

Some other impact of
----11-----1postage price increase
-%-%-%-%1%1%-%-%-%-%-%1%

We would not send any
mail because the price

*---42***114would be unaffordable
100%-%-%-%5%2%1%1%*%4%3%3%

---211**1113Other (write in)
-%-%-%49%1%1%1%1%4%5%3%2%

Don't know (DO NOT READ
----*1***-*1OUT)
-%-%-%-%*%1%1%1%1%-%1%*%

NET: Would send fewer
-2**49503217152679letters
-%68%39%4%54%49%85%48%58%64%63%52%

NET: Would send a
similar number of

-1123548*21171263letters
-%32%61%47%38%47%10%48%37%28%31%42%

b
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
3185012315-102371217380323379325374387Unweighted total
118254118-3114379148119146121144152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

296*30-73320342933283237would not change
25%25%1%26%-%24%23%25%23%24%23%23%22%24%

We would send a similar
number of letters  but
use 2nd class postage

223*22-62512271825212427more
19%13%8%18%-%18%18%15%18%16%17%17%17%17%

We would send fewer
5--4-142544445letters to save money
5%-%-%3%-%4%3%2%4%3%3%3%3%4%

We would  send fewer
letters and switch to
electronic alternatives

5512453-157341736073617374where we can
47%49%91%45%-%46%51%52%49%51%50%51%51%48%

Some other impact of
1--1--11111111postage price increase
1%-%-%1%-%-%1%2%1%1%1%1%1%1%

We would not send any
mail because the price

4--4-*32434444would be unaffordable
4%-%-%4%-%1%2%3%3%3%3%4%3%3%

*3-2-221323133Other (write in)
*%13%-%2%-%7%2%1%2%2%2%1%2%2%

bab

Don't know (DO NOT READ
1*-1-*1*111111OUT)
*%*%-%1%-%1%*%*%*%*%*%*%*%*%

NET: Would send fewer
6112458-167743796478657779letters
51%49%91%49%-%50%54%54%53%54%53%54%54%52%

NET: Would send a
similar number of

5110*52-135931604759485763letters
43%39%9%44%-%42%41%39%41%40%40%40%39%42%
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
163224330134170269475614360387Unweighted total

61911228212610917246*25152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

14223115827141-537would not change
24%25%25%13%23%31%25%9%17%21%-%22%24%

aa

We would send a similar
number of letters  but
use 2nd class postage

101723*332133**227more
16%19%19%1%15%10%19%16%13%3%40%9%17%

We would send fewer
414-1*41**-*5letters to save money
7%2%4%-%5%*%4%6%*%1%-%*%4%

a

We would  send fewer
letters and switch to
electronic alternatives

284556611105212144*1574where we can
46%50%46%74%52%38%48%68%60%73%40%60%48%

bc

Some other impact of
1-1---1-----1postage price increase
2%-%1%-%-%-%1%-%-%-%-%-%1%

a

We would not send any
mail because the price

134--4**1*-14would be unaffordable
2%4%4%-%-%16%*%*%4%1%-%4%3%

ab

2111112*1--13Other (write in)
4%1%1%13%5%4%2%*%4%-%-%4%2%

c

Don't know (DO NOT READ
**1--*******1OUT)
1%*%1%-%-%1%*%1%*%1%19%*%*%

NET: Would send fewer
324761612105713144*1579letters
53%51%50%74%57%38%52%74%60%74%40%61%52%

cbc

NET: Would send a
similar number of

243954181149471*863letters
39%43%44%13%38%41%45%25%31%24%40%31%42%

a
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
387823017686134208531157714856387387Unweighted total
1523911643250821941255115152152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

371728911214941233737would not change
24%45%16%13%29%21%26%20%22%16%23%21%24%24%

abcb

We would send a similar
number of letters  but
use 2nd class postage

2762710916133432727more
17%15%19%11%30%18%20%6%8%13%7%21%17%17%

bdababcc

We would send fewer
53-2*2211*1*55letters to save money
4%7%-%4%1%5%2%6%3%*%2%1%4%4%

We would  send fewer
letters and switch to
electronic alternatives

74127401125381025143187474where we can
48%30%61%64%35%49%47%52%61%57%60%56%48%48%

adadca

Some other impact of
1**1-11----*11postage price increase
1%*%1%1%-%2%1%-%-%-%-%1%1%1%

We would not send any
mail because the price

4**3-111111-44would be unaffordable
3%*%1%5%-%2%1%5%2%4%2%-%3%3%

ad

31*11122122-33Other (write in)
2%3%*%2%4%2%3%11%3%9%4%-%2%2%

acdab

Don't know (DO NOT READ
1*-****-***-11OUT)
*%*%-%*%1%*%*%-%1%1%1%-%*%*%

NET: Would send fewer
79147431127401126143287979letters
52%37%61%67%36%54%49%58%64%57%63%57%52%52%

adadca

NET: Would send a
similar number of

632341519203751371566363letters
42%60%35%24%59%39%45%26%30%29%30%42%42%42%

bcbcabcd
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

387387Unweighted total
152152Weighted total

Our use of letters
services, including use
of 1st and 2nd class,

3737would not change
24%24%

We would send a similar
number of letters  but
use 2nd class postage

2727more
17%17%

We would send fewer
55letters to save money
4%4%

We would  send fewer
letters and switch to
electronic alternatives

7474where we can
48%48%

Some other impact of
11postage price increase
1%1%

We would not send any
mail because the price

44would be unaffordable
3%3%

33Other (write in)
2%2%

Don't know (DO NOT READ
11OUT)
*%*%

NET: Would send fewer
7979letters
52%52%

NET: Would send a
similar number of

6363letters
42%42%
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QN7b. And if letters prices went up by 20% what would your business do in response?
Base: All using RM to send letters/large letters in the last month (QN3a=1)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*dcbaSignificance Level: 95%
1871023379916344978177Unweighted total

113152771246269Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

1*1382**22224would not change
39%41%39%19%31%33%13%20%48%34%34%

c

We would send a similar
number of parcels but
use 2nd class postage

**1442**11315more
29%36%40%29%16%22%36%21%18%21%22%

We would send fewer
*---2****22parcels to save money

12%-%-%-%8%4%8%2%3%3%3%

We would switch to
cheaper parcel service

**1762*111921providers
4%22%21%50%23%28%38%38%19%31%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

*--*5****55point)
16%-%-%2%17%7%5%12%4%8%8%

Some other impact of
-----*--*-*postage price increase
-%-%-%-%-%1%-%-%1%-%*%

We would not send any
parcels as the price

----*----**would be unaffordable
-%-%-%-%1%-%-%-%-%*%*%

----1*--*11Other (write in)
-%-%-%-%4%1%-%-%2%2%2%

Don't know (DO NOT READ
-----*-**-*OUT)
-%-%-%-%-%5%-%8%5%-%*%

aa

NET: Would send fewer
**17821112124parcels

16%22%21%50%30%32%46%40%22%34%34%

NET: Would send a
similar number of

11271341123539parcels
68%78%79%48%48%55%49%41%66%56%56%

c
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
161726118141318218521711177Unweighted total

2346187996366869Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

**12233241311424would not change
28%4%20%37%39%44%25%49%16%96%23%19%46%34%

We would send a similar
number of parcels but
use 2nd class postage

1111221*22-22115more
39%30%26%20%21%21%1%23%32%-%36%38%14%22%

We would send fewer
*-*2--1*--1--2parcels to save money
3%-%1%4%-%-%12%1%-%-%19%-%-%3%

We would switch to
cheaper parcel service

*221832513**2121providers
8%65%40%29%39%35%50%15%50%4%3%41%13%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

*-*5--11--**25point)
22%-%7%8%-%-%12%12%-%-%2%3%27%8%

Some other impact of
-*-----------*postage price increase
-%2%-%-%-%-%-%-%-%-%-%-%-%*%

We would not send any
parcels as the price

--*----------*would be unaffordable
-%-%7%-%-%-%-%-%-%-%-%-%-%*%

---1--*---1--1Other (write in)
-%-%-%2%-%-%1%-%-%-%17%-%-%2%

Don't know (DO NOT READ
---**--**-*--*OUT)
-%-%-%1%2%-%-%1%2%-%1%-%-%*%

NET: Would send fewer
*222032613*12124parcels

11%65%41%33%39%35%61%15%50%4%22%41%13%34%

NET: Would send a
similar number of

1123544273343539parcels
67%33%45%57%60%65%26%72%48%96%59%57%60%56%
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
3114656121547957184262177Unweighted total
125817531931279*11*69Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

61861771*101-4*24would not change
50%31%38%33%35%44%18%38%15%-%39%50%34%

We would send a similar
number of parcels but
use 2nd class postage

3123125**55**-15more
25%21%17%23%25%6%14%18%54%13%4%-%22%

We would send fewer
*2*2*--1*-1-2parcels to save money
1%4%*%4%*%-%-%5%1%-%10%-%3%

We would switch to
cheaper parcel service

21961551*92*4*21providers
20%33%38%28%26%50%7%34%18%77%34%50%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

*5152--11*1-5point)
4%8%4%9%8%-%-%5%12%10%12%-%8%

Some other impact of
-**---*-----*postage price increase
-%*%*%-%-%-%6%-%-%-%-%-%*%

We would not send any
parcels as the price

-**---*-----*would be unaffordable
-%1%2%-%-%-%39%-%-%-%-%-%*%

-1-11-------1Other (write in)
-%2%-%2%6%-%-%-%-%-%-%-%2%

Don't know (DO NOT READ
**-**-**--*-*OUT)
1%*%-%1%*%-%15%*%-%-%1%-%*%

NET: Would send fewer
22161751*102*5*24parcels

21%37%38%32%26%50%7%39%18%77%44%50%34%

NET: Would send a
similar number of

930929111*156*5*39parcels
75%52%56%56%60%50%32%56%69%13%43%50%56%

a
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
7433706171177Unweighted total
3392756569Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

1021212324would not change
30%25%43%20%35%34%

We would send a similar
number of parcels but
use 2nd class postage

54611415more
15%42%22%27%21%22%

ac

We would send fewer
2**-22parcels to save money
7%1%1%-%4%3%

We would switch to
cheaper parcel service

1336-2121providers
38%29%21%-%33%30%

a

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

2*4235point)
5%1%13%46%5%8%

b

Some other impact of
*---**postage price increase
*%-%-%-%*%*%

We would not send any
parcels as the price

*--*-*would be unaffordable
1%-%-%6%-%*%

1*--11Other (write in)
3%1%-%-%2%2%

Don't know (DO NOT READ
***-**OUT)
*%2%*%-%1%*%

NET: Would send fewer
1536-2424parcels
45%30%22%-%36%34%

a

NET: Would send a
similar number of

1561823739parcels
45%67%65%47%56%56%

cc
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
86731817160---12146991177Unweighted total
243412564---**5184669Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

7144221----*241724would not change
28%39%32%46%33%-%-%-%-%32%48%23%37%34%

We would send a similar
number of parcels but
use 2nd class postage

492114----*131115more
17%25%19%23%21%-%-%-%-%68%22%15%24%22%

We would send fewer
11--2------112parcels to save money
5%4%-%-%4%-%-%-%-%-%-%6%3%3%

We would switch to
cheaper parcel service

1092120---*-181121providers
42%26%21%26%31%-%-%-%100%-%25%46%25%30%

bai

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

113*5-----**55point)
3%4%28%4%8%-%-%-%-%-%4%2%10%8%

Some other impact of
-*--*-------**postage price increase
-%*%-%-%*%-%-%-%-%-%-%-%*%*%

We would not send any
parcels as the price

-*--*-------**would be unaffordable
-%1%-%-%*%-%-%-%-%-%-%-%1%*%

1*--1------1*1Other (write in)
5%*%-%-%2%-%-%-%-%-%-%6%*%2%

a

Don't know (DO NOT READ
**--*------***OUT)
1%1%-%-%1%-%-%-%-%-%-%1%*%*%

NET: Would send fewer
11102122---*-1101324parcels
46%29%21%26%35%-%-%-%100%-%25%52%27%34%

bai

NET: Would send a
similar number of

11226435----*472839parcels
45%65%51%70%55%-%-%-%-%100%70%38%61%56%

cbb
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3371911814167177150125138177Unweighted total
--1*134551156951374469Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

--*-**171732417161524would not change
-%-%4%-%7%8%38%33%21%34%34%44%34%34%

ee

We would send a similar
number of parcels but
use 2nd class postage

--1***12134151481315more
-%-%91%74%4%9%28%25%26%22%27%21%28%22%

We would send fewer
-----*11121*12parcels to save money
-%-%-%-%-%1%3%3%8%3%3%1%3%3%

b

We would switch to
cheaper parcel service

--**12111362114101221providers
-%-%5%26%82%65%25%26%40%30%28%26%28%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

----**35153325point)
-%-%-%-%7%9%6%10%4%8%6%8%5%8%

Some other impact of
------********postage price increase
-%-%-%-%-%-%*%*%*%*%*%*%*%*%

We would not send any
parcels as the price

------*--**-**would be unaffordable
-%-%-%-%-%-%1%-%-%*%1%-%1%*%

------*1*1***1Other (write in)
-%-%-%-%-%-%*%2%*%2%*%*%*%2%

Don't know (DO NOT READ
-----*********OUT)
-%-%-%-%-%7%*%1%1%*%1%1%1%*%

NET: Would send fewer
--**12121572416101424parcels
-%-%5%26%82%66%27%29%47%34%31%27%31%34%

abcf

NET: Would send a
similar number of

--1**1293073931242839parcels
-%-%95%74%11%17%65%58%47%56%61%64%63%56%

eee
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
3473936252-11124168177Unweighted total
110111316*-***116769Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

*3338-----1*2324would not change
21%27%31%26%48%-%-%-%-%-%100%5%34%34%

We would send a similar
number of parcels but
use 2nd class postage

-2454----*-*1515more
-%16%40%34%23%-%-%-%-%100%-%4%22%22%

d

We would send fewer
--**1------*22parcels to save money
-%-%1%1%7%-%-%-%-%-%-%4%3%3%

We would switch to
cheaper parcel service

15233*-**--12021providers
75%52%16%25%21%100%-%100%100%-%-%86%30%30%

bc

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

-*12*-------55point)
-%4%10%12%*%-%-%-%-%-%-%-%8%8%

Some other impact of
--*---------**postage price increase
-%-%*%-%-%-%-%-%-%-%-%-%*%*%

We would not send any
parcels as the price

----*-------**would be unaffordable
-%-%-%-%2%-%-%-%-%-%-%-%*%*%

*-----------11Other (write in)
4%-%-%-%-%-%-%-%-%-%-%-%2%2%

Don't know (DO NOT READ
-***--------**OUT)
-%1%2%1%-%-%-%-%-%-%-%-%1%*%

NET: Would send fewer
15234*-**--12224parcels

75%52%17%26%28%100%-%100%100%-%-%91%33%34%

bc

NET: Would send a
similar number of

*48811----*1*3839parcels
21%44%71%61%70%-%-%-%-%100%100%9%56%56%

d
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
101402515270997337443657177Unweighted total

2499611934711318122669Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

11642061161466824would not change
58%33%40%33%33%39%34%100%30%31%45%32%34%

We would send a similar
number of parcels but
use 2nd class postage

*141145*9-152615more
2%28%14%23%28%4%20%-%11%27%17%25%22%

We would send fewer
-1-21-1--**22parcels to save money
-%3%-%4%6%-%3%-%-%1%1%9%3%

We would switch to
cheaper parcel service

1144173216-754521providers
34%28%45%28%17%53%34%-%56%27%34%19%30%

cac

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

*3*52*3-*1*45point)
5%6%1%9%12%2%6%-%4%6%1%14%8%

b

Some other impact of
-*-*--*----**postage price increase
-%*%-%*%-%-%*%-%-%-%-%*%*%

We would not send any
parcels as the price

-*-**------**would be unaffordable
-%1%-%*%2%-%-%-%-%-%-%1%*%

-*-1*-1--1*-1Other (write in)
-%*%-%2%*%-%2%-%-%6%*%-%2%

Don't know (DO NOT READ
-*-***---****OUT)
-%1%-%1%2%2%-%-%-%1%1%*%*%

NET: Would send fewer
1154205217-754724parcels

34%31%45%32%24%53%37%-%56%28%35%28%34%

ac
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
101402515270997337443657177Unweighted total

2499611934711318122669Weighted total

NET: Would send a
similar number of

13053412126151181539parcels
60%62%54%56%61%43%54%100%41%59%63%57%56%
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4212265401373312517177Unweighted total
-103720165411281269Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

-4910519*33324would not change
-%42%24%47%29%36%13%22%32%29%34%

bb

We would send a similar
number of parcels but
use 2nd class postage

-1124311132215more
-%12%31%18%22%21%83%29%31%19%22%

c

We would send fewer
-11**2-**-2parcels to save money
-%11%3%*%*%4%-%*%1%-%3%

a

We would switch to
cheaper parcel service

-3126615*43521providers
-%26%33%31%40%28%4%38%36%42%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

-12*14-1*15point)
-%6%6%1%8%8%-%9%1%9%8%

Some other impact of
--*--*----*postage price increase
-%-%*%-%-%*%-%-%-%-%*%

We would not send any
parcels as the price

-***-*----*would be unaffordable
-%3%1%1%-%1%-%-%-%-%*%

-***-1----1Other (write in)
-%1%*%*%-%2%-%-%-%-%2%

Don't know (DO NOT READ
-***-*-*-**OUT)
-%1%1%1%-%1%-%1%-%1%*%

NET: Would send fewer
-4146617*43524parcels
-%37%37%31%41%32%4%38%36%42%34%
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4212265401373312517177Unweighted total
-103720165411281269Weighted total

NET: Would send a
similar number of

-52013831165639parcels
-%53%56%66%52%57%96%51%63%48%56%
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
595125151115127-44126119-2710857177Unweighted total
23042623541-144948-5291869Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

1813211514-61518-3111124would not change
90%26%31%34%43%34%-%40%30%38%-%63%37%59%34%

b

We would send a similar
number of parcels but
use 2nd class postage

*81214711-11012-*5415more
3%26%28%22%21%28%-%8%20%25%-%3%18%22%22%

c

We would send fewer
*112*1-111-***2parcels to save money
4%4%3%4%*%3%-%8%3%2%-%1%1%1%3%

We would switch to
cheaper parcel service

*101218912-51713-110221providers
3%33%29%29%27%29%-%37%35%28%-%22%33%9%30%

a

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

-33532-143-*325point)
-%9%7%8%8%5%-%4%8%5%-%8%10%9%8%

Some other impact of
-*****--*---*-*postage price increase
-%*%*%*%*%*%-%-%*%-%-%-%*%-%*%

We would not send any
parcels as the price

--**-*-***----*would be unaffordable
-%-%1%*%-%1%-%2%1%1%-%-%-%-%*%

--*1**--1---*-1Other (write in)
-%-%*%2%*%*%-%-%2%-%-%-%*%-%2%

Don't know (DO NOT READ
-*****-***-****OUT)
-%1%1%1%1%1%-%*%1%*%-%2%1%*%*%

NET: Would send fewer
*1114201013-61814-110224parcels
7%38%32%33%27%32%-%45%38%30%-%23%34%10%34%

a

NET: Would send a
similar number of

11625352326-72530-3161539parcels
93%53%59%56%64%62%-%48%50%63%-%66%55%81%56%

bb
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
34459612427328876126177Unweighted total
131130456634254569Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

--**512321251324would not change
-%-%50%4%17%27%43%39%36%19%29%34%

bb

We would send a similar
number of parcels but
use 2nd class postage

*1-*711*1841115more
24%37%-%4%24%25%2%18%23%17%24%22%

We would send fewer
----*11*1*12parcels to save money
-%-%-%-%1%3%18%1%4%1%3%3%

We would switch to
cheaper parcel service

12*112152211121521providers
76%63%50%92%41%34%33%33%31%47%33%30%

c

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

----43**1435point)
-%-%-%-%12%7%3%3%4%15%7%8%

ac

Some other impact of
----**---***postage price increase
-%-%-%-%*%*%-%-%-%*%*%*%

We would not send any
parcels as the price

-----*-**-**would be unaffordable
-%-%-%-%-%1%-%5%1%-%1%*%

----11****11Other (write in)
-%-%-%-%4%2%1%1%*%*%2%2%

Don't know (DO NOT READ
----**--****OUT)
-%-%-%-%1%1%-%-%*%*%1%*%

NET: Would send fewer
12*113173212121624parcels

76%63%50%92%42%37%51%34%35%47%36%34%

NET: Would send a
similar number of

*1**1324342092439parcels
24%37%50%8%41%52%45%57%59%36%54%56%

bbb
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
137286147-61170112174165171158169177Unweighted total

4917457-186742686466596569Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

165121-52316242323212324would not change
34%32%26%36%-%29%34%38%35%35%35%36%35%34%

We would send a similar
number of parcels but
use 2nd class postage

123-11-51512151514131415more
24%20%-%20%-%28%22%28%22%23%22%22%22%22%

We would send fewer
2--2-*21212122parcels to save money
5%-%-%4%-%1%4%3%4%2%4%2%4%3%

We would switch to
cheaper parcel service

136216-62010202019181921providers
27%39%66%28%-%32%30%23%30%31%29%30%29%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

41-5-153545455point)
8%7%-%9%-%8%8%7%7%6%8%7%8%8%

Some other impact of
*--*--*-******postage price increase
*%-%-%*%-%-%*%-%*%*%*%*%*%*%

We would not send any
parcels as the price

-**--*********would be unaffordable
-%2%8%-%-%2%*%1%*%*%*%*%*%*%

1--1-*1*111111Other (write in)
2%-%-%2%-%*%2%*%2%2%2%2%2%2%

Don't know (DO NOT READ
*--*-*********OUT)
1%-%-%1%-%*%1%*%1%1%1%*%1%*%

NET: Would send fewer
156218-62211222121192124parcels
31%39%66%32%-%33%33%26%33%33%33%32%32%34%

NET: Would send a
similar number of

289132-103728393737353739parcels
57%52%26%56%-%57%56%66%57%58%57%58%57%56%
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
8493133142930120274211247177Unweighted total
313846716104911166*2169Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

12121814319261-724would not change
38%31%39%17%28%26%39%21%36%19%-%33%34%

We would send a similar
number of parcels but
use 2nd class postage

51012*3*11431*415more
16%26%26%1%19%1%23%34%21%18%68%21%22%

c

We would send fewer
112---2-*--*2parcels to save money
4%3%5%-%-%-%5%-%*%-%-%*%3%

We would switch to
cheaper parcel service

912867711354-821providers
29%32%18%77%46%71%22%33%34%62%-%39%30%

b

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

424*1*411--15point)
12%4%8%5%7%*%8%13%8%-%-%6%8%

Some other impact of
*-*---*-----*postage price increase
*%-%*%-%-%-%*%-%-%-%-%-%*%

We would not send any
parcels as the price

-**---*-----*would be unaffordable
-%1%1%-%-%-%1%-%-%-%-%-%*%

*11---1*----1Other (write in)
*%3%2%-%-%-%2%1%-%-%-%-%2%

Don't know (DO NOT READ
***--**-*****OUT)
1%*%1%-%-%1%*%-%*%1%32%*%*%

NET: Would send fewer
10131167713354-824parcels
33%35%23%77%46%71%27%33%34%62%-%39%34%

b

NET: Would send a
similar number of

17223017330692*1139parcels
54%57%65%18%46%27%62%54%58%37%68%55%56%

c
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QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
1773613764464106571268117719148177Unweighted total

69183281422402149296925169Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

241025551441762411724would not change
34%56%45%18%34%22%34%18%34%22%34%61%34%34%

bbbdd

We would send a similar
number of parcels but
use 2nd class postage

154182613612615*1415more
22%21%42%28%13%27%31%31%25%21%22%7%27%22%

We would send fewer
2*-2**1*112-12parcels to save money
3%*%-%8%*%*%3%*%3%4%3%-%3%3%

We would switch to
cheaper parcel service

213*11411109141321*1421providers
30%15%12%38%29%48%24%42%29%44%30%12%28%30%

daccac

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

51-22*31335*35point)
8%8%-%6%15%2%7%7%6%9%8%8%6%8%

Some other impact of
*--*-*-**-*-**postage price increase
*%-%-%*%-%*%-%*%*%-%*%-%*%*%

We would not send any
parcels as the price

*--*--********would be unaffordable
*%-%-%1%-%-%1%1%1%1%*%13%1%*%

1-*-1-*-1-1-*1Other (write in)
2%-%2%-%7%-%*%-%2%-%2%-%*%2%

b

Don't know (DO NOT READ
*--******-*-**OUT)
*%-%-%*%1%1%1%1%1%-%*%-%1%*%

NET: Would send fewer
243*13411119151424*1624parcels
34%15%12%46%29%49%27%42%31%48%34%12%31%34%

daccac

NET: Would send a
similar number of

3914313711261029123913139parcels
56%78%87%46%47%49%65%49%60%43%56%67%61%56%

abbddd

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 225  (continuation)                                                                                                                                                  Page 4039

QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

177177Unweighted total
6969Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

2424would not change
34%34%

We would send a similar
number of parcels but
use 2nd class postage

1515more
22%22%

We would send fewer
22parcels to save money
3%3%

We would switch to
cheaper parcel service

2121providers
30%30%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

55point)
8%8%

Some other impact of
**postage price increase
*%*%

We would not send any
parcels as the price

**would be unaffordable
*%*%

11Other (write in)
2%2%

Don't know (DO NOT READ
**OUT)
*%*%

NET: Would send fewer
2424parcels
34%34%

NET: Would send a
similar number of

3939parcels
56%56%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 225  (continuation)                                                                                                                                                  Page 4040

QN7c. If your business' total cost of sending parcels went up by 10% as a result of price rises, which of the following statements best represent what your business would do in
response?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

*e*d*c*bae*dcbaSignificance Level: 95%
1871023379916344978177Unweighted total

113152771246269Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

**1171**11718would not change
19%36%34%10%27%17%4%9%27%28%27%

cc

We would send a similar
number of parcels but
use 2nd class postage

**1241**11213more
29%36%40%16%15%19%14%21%19%19%19%

We would send fewer
*---2****23parcels to save money
8%-%-%-%8%6%17%2%4%3%4%

We would switch to
cheaper parcel service

**19931112527providers
25%27%24%64%32%41%60%38%36%39%39%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

*-*141***55point)
16%-%1%9%13%9%5%16%6%8%8%

Some other impact of
-----------postage price increase
-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

----1*-*-11would be unaffordable
-%-%-%-%2%1%-%2%-%1%1%

*---1*-*-11Other (write in)
4%-%-%-%4%1%-%2%-%2%2%

Don't know (DO NOT READ
-----1-**-1OUT)
-%-%-%-%-%7%-%10%8%-%1%

aaa

NET: Would send fewer
**191131112730parcels

32%27%24%64%40%47%77%40%41%43%43%

NET: Would send a
similar number of

1124113*122932parcels
48%73%74%26%41%36%18%30%46%47%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

*m*l*kj*i*h*g*f*e*d*c*b*aSignificance Level: 95%
161726118141318218521711177Unweighted total

2346187996366869Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

*-1183324-2*1218would not change
22%-%13%29%37%41%23%48%-%65%2%19%30%27%

We would send a similar
number of parcels but
use 2nd class postage

1*11121*11131113more
39%11%24%19%21%18%1%11%16%31%54%19%16%19%

We would send fewer
***2--1*--*-13parcels to save money
5%2%1%4%-%-%12%1%-%-%3%-%13%4%

We would switch to
cheaper parcel service

*222333515*12327providers
8%68%48%39%39%40%51%15%82%4%23%41%41%39%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

***5--12--1*-5point)
22%5%7%8%-%-%14%24%-%-%17%3%-%8%

Some other impact of
--------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-**----------1would be unaffordable
-%13%7%-%-%-%-%-%-%-%-%-%-%1%

---1---*---1-1Other (write in)
-%-%-%2%-%-%-%1%-%-%-%19%-%2%

Don't know (DO NOT READ
*--**--**-*--1OUT)
3%-%-%1%3%-%-%1%2%-%1%-%-%1%

NET: Would send fewer
*222633615*22430parcels

13%70%49%42%39%40%63%16%82%4%26%41%55%43%

NET: Would send a
similar number of

1*22944251332432parcels
62%11%37%47%58%60%24%59%16%96%56%38%45%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babah*g*fe*d*c*b*aSignificance Level: 95%
3114656121547957184262177Unweighted total
125817531931279*11*69Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

31561261*8*-3-18would not change
28%26%37%23%31%44%12%29%5%-%28%-%27%

a

We would send a similar
number of parcels but
use 2nd class postage

493113-*45*1-13more
35%16%16%20%17%-%12%14%54%13%13%-%19%

a

We would send fewer
*2*21--1*---3parcels to save money
1%4%*%5%7%-%-%5%1%-%-%-%4%

We would switch to
cheaper parcel service

42472161*133*5*27providers
31%41%39%40%29%56%7%47%29%77%45%100%39%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

15153-**1*1-5point)
4%9%5%9%14%-%14%1%12%10%12%-%8%

e

Some other impact of
-------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-1***-*-----1would be unaffordable
-%1%2%1%2%-%39%-%-%-%-%-%1%

-1-1---1--*-1Other (write in)
-%2%-%2%-%-%-%4%-%-%1%-%2%

Don't know (DO NOT READ
*****-**--*-1OUT)
1%1%*%1%1%-%15%*%-%-%2%-%1%

NET: Would send fewer
42672371*143*5*30parcels

32%45%39%44%36%56%7%51%29%77%45%100%43%

NET: Would send a
similar number of

72492391*125*4-32parcels
63%42%54%43%49%44%24%43%59%13%41%-%46%

a
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
7433706171177Unweighted total
3392756569Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

92711818would not change
28%25%25%20%27%27%

We would send a similar
number of parcels but
use 2nd class postage

43711213more
12%31%24%20%19%19%

cc

We would send fewer
1*1113parcels to save money
3%2%4%23%2%4%

We would switch to
cheaper parcel service

14410*2727providers
43%39%35%6%42%39%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

3*3145point)
9%1%9%23%7%8%

Some other impact of
------postage price increase
-%-%-%-%-%-%

We would not send any
parcels as the price

*-***1would be unaffordable
1%-%1%6%1%1%

1---11Other (write in)
3%-%-%-%2%2%

Don't know (DO NOT READ
***-11OUT)
*%2%1%-%1%1%

NET: Would send fewer
1541112930parcels
47%41%40%30%44%43%

NET: Would send a
similar number of

1351423032parcels
40%56%49%41%46%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cb*a*ji*h*g*f*e*d*cbaSignificance Level: 95%
86731817160---12146991177Unweighted total
243412564---**5184669Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

5104216-----231318would not change
22%28%31%44%25%-%-%-%-%-%47%15%29%27%

b

We would send a similar
number of parcels but
use 2nd class postage

382112----*121013more
13%25%17%23%19%-%-%-%-%68%22%9%23%19%

cb

We would send fewer
*11*2-----**23parcels to save money
1%4%9%1%4%-%-%-%-%-%1%1%5%4%

We would switch to
cheaper parcel service

12124126---**1111527providers
52%34%31%27%40%-%-%-%100%32%25%59%33%39%

bai

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

231*5-----*245point)
8%8%9%3%8%-%-%-%-%-%3%9%8%8%

Some other impact of
--------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-**-1-------11would be unaffordable
-%1%3%-%1%-%-%-%-%-%-%-%1%1%

1--*1-----*1-1Other (write in)
5%-%-%1%2%-%-%-%-%-%1%6%-%2%

a

Don't know (DO NOT READ
***-1------**1OUT)
1%1%1%-%1%-%-%-%-%-%-%1%1%1%

NET: Would send fewer
12135128---**1111830parcels
52%38%40%28%44%-%-%-%100%32%26%59%38%43%

ai

NET: Would send a
similar number of

8185428----*352432parcels
34%53%47%68%44%-%-%-%-%68%69%25%52%46%

cbb
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*c*bafedcbaSignificance Level: 95%
--3371911814167177150125138177Unweighted total
--1*134551156951374469Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

---***141531814141318would not change
-%-%-%21%3%6%31%29%18%27%28%38%30%27%

de

We would send a similar
number of parcels but
use 2nd class postage

--1*-*1193131281013more
-%-%91%53%-%9%23%18%21%19%23%21%22%19%

We would send fewer
----***1*3***3parcels to save money
-%-%-%-%4%1%1%3%1%4%1%1%1%4%

We would switch to
cheaper parcel service

--**12151982718101627providers
-%-%9%26%85%67%33%36%50%39%36%28%36%39%

bcb

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

----**45154335point)
-%-%-%-%7%9%9%11%5%8%9%8%7%8%

Some other impact of
--------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

------***1***1would be unaffordable
-%-%-%-%-%-%1%1%2%1%1%*%1%1%

------11*11111Other (write in)
-%-%-%-%-%-%2%2%*%2%2%3%3%2%

Don't know (DO NOT READ
-----****1***1OUT)
-%-%-%-%-%7%*%1%1%1%1%1%1%1%

NET: Would send fewer
--**12152083019111730parcels
-%-%9%26%89%68%33%39%51%43%36%29%37%43%

bcb

NET: Would send a
similar number of

--1***252463226222332parcels
-%-%91%74%3%15%54%47%40%46%51%59%51%46%

de
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcb*a*h*g*f*e*d*c*baSignificance Level: 95%
3473936252-11124168177Unweighted total
110111316*-***116769Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

*2227----*1-1718would not change
21%24%23%18%42%-%-%-%-%100%100%-%26%27%

We would send a similar
number of parcels but
use 2nd class postage

-1434-------1313more
-%14%34%25%23%-%-%-%-%-%-%-%20%19%

d

We would send fewer
-***-------*23parcels to save money
-%1%*%2%-%-%-%-%-%-%-%4%4%4%

We would switch to
cheaper parcel service

15245*-**--12627providers
75%56%18%33%33%100%-%100%100%-%-%96%39%39%

bc

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

**13*-------55point)
4%3%12%20%*%-%-%-%-%-%-%-%8%8%

d

Some other impact of
--------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

--*-*-------11would be unaffordable
-%-%*%-%2%-%-%-%-%-%-%-%1%1%

--1---------11Other (write in)
-%-%11%-%-%-%-%-%-%-%-%-%2%2%

bd

Don't know (DO NOT READ
-***--------11OUT)
-%1%2%1%-%-%-%-%-%-%-%-%1%1%

NET: Would send fewer
16255*-**--12930parcels

75%57%18%35%33%100%-%100%100%-%-%100%43%43%

bc

NET: Would send a
similar number of

*46611----*1-3132parcels
21%38%57%43%65%-%-%-%-%100%100%-%46%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
101402515270997337443657177Unweighted total

2499611934711318122669Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

*1411751121333818would not change
2%29%16%28%26%39%26%91%27%18%27%31%27%

We would send a similar
number of parcels but
use 2nd class postage

*121126*8-243513more
2%24%14%20%29%4%16%-%12%22%26%18%19%

a

We would send fewer
-*-32-*--**23parcels to save money
-%1%-%4%13%-%*%-%-%1%1%9%4%

a

We would switch to
cheaper parcel service

2176214222*775727providers
84%34%68%35%20%53%46%9%57%40%44%29%39%

ca

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

*4*51*4-*2*35point)
8%9%2%9%7%2%9%-%4%12%2%10%8%

Some other impact of
-------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-*-11------11would be unaffordable
-%1%-%1%3%-%-%-%-%-%-%2%1%

*1*1--1--1-*1Other (write in)
3%2%1%2%-%-%2%-%-%6%-%*%2%

Don't know (DO NOT READ
-*-1**---***1OUT)
-%1%-%1%2%2%-%-%-%1%1%1%1%

NET: Would send fewer
2176246222*7861030parcels

84%35%68%39%33%53%47%9%57%41%45%37%43%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*ba*bac*ba*edcbaSignificance Level: 95%
101402515270997337443657177Unweighted total

2499611934711318122669Weighted total

NET: Would send a
similar number of

*263291112015771332parcels
5%53%29%48%55%43%42%91%39%40%53%49%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4212265401373312517177Unweighted total
-103720165411281269Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

-478216*21318would not change
-%37%20%42%16%30%13%21%18%29%27%

bb

We would send a similar
number of parcels but
use 2nd class postage

-193310122113more
-%15%25%14%21%19%83%20%29%9%19%

We would send fewer
-****2-**-3parcels to save money
-%1%1%*%1%5%-%1%1%-%4%

We would switch to
cheaper parcel service

-4167919*54527providers
-%38%43%34%54%35%4%39%51%42%39%

a

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

-13*14-1*15point)
-%6%9%1%8%8%-%9%1%9%8%

a

Some other impact of
-----------postage price increase
-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-***-1----1would be unaffordable
-%3%1%2%-%1%-%-%-%-%1%

---1*1-1-11Other (write in)
-%-%-%6%*%2%-%9%-%9%2%

b

Don't know (DO NOT READ
-***-1-*-*1OUT)
-%1%1%1%-%1%-%1%-%1%1%

NET: Would send fewer
-4167921*54530parcels
-%39%44%34%55%40%4%40%52%42%43%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*ba*b*aSignificance Level: 95%
-4212265401373312517177Unweighted total
-103720165411281269Weighted total

NET: Would send a
similar number of

-51711626154532parcels
-%51%45%56%37%48%96%41%47%38%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*d*cbaSignificance Level: 95%
595125151115127-44126119-2710857177Unweighted total
23042623541-144948-5291869Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

1711171313-51113-310918would not change
90%24%26%27%37%31%-%35%23%27%-%55%32%48%27%

b

We would send a similar
number of parcels but
use 2nd class postage

*6111279-2811-*6413more
3%20%26%19%21%21%-%11%17%22%-%9%20%23%19%

We would send fewer
***2**-*11--**3parcels to save money
4%1%1%4%1%1%-%*%3%3%-%-%1%1%4%

We would switch to
cheaper parcel service

*1315231015-72218-110227providers
3%42%36%37%29%35%-%47%44%38%-%25%35%13%39%

a

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

-44533-153-*325point)
-%13%10%8%9%8%-%4%11%6%-%8%11%9%8%

Some other impact of
---------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-**1**-**1--**1would be unaffordable
-%*%1%1%*%1%-%2%1%1%-%-%*%*%1%

---111---1---11Other (write in)
-%-%-%2%3%3%-%-%-%2%-%-%-%6%2%

b

Don't know (DO NOT READ
-**1**-***-***1OUT)
-%1%1%1%1%1%-%*%1%1%-%2%1%1%1%

NET: Would send fewer
*1315261015-72320-111230parcels
7%43%36%41%29%36%-%48%47%41%-%25%36%13%43%

ba

NET: Would send a
similar number of

11322292122-62023-3151332parcels
93%44%52%47%58%52%-%46%41%49%-%64%52%71%46%

b
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*aba*edcbaSignificance Level: 95%
34459612427328876126177Unweighted total
131130456634254569Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

*-*-51022931118would not change
3%-%50%-%16%21%35%29%28%14%23%27%

b

We would send a similar
number of parcels but
use 2nd class postage

-1-*510*2731013more
-%36%-%4%16%22%7%25%21%13%22%19%

We would send fewer
-*--1*-**1*3parcels to save money
-%2%-%-%4%1%-%1%1%5%*%4%

a

We would switch to
cheaper parcel service

12*114193212141927providers
76%63%50%96%46%42%55%37%37%56%41%39%

ac

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

----55**3355point)
-%-%-%-%16%12%4%3%8%11%12%8%

Some other impact of
------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

*---**-*1-*1would be unaffordable
21%-%-%-%*%1%-%5%2%-%1%1%

--------1--1Other (write in)
-%-%-%-%-%-%-%-%3%-%-%2%

a

Don't know (DO NOT READ
----*1--***1OUT)
-%-%-%-%1%1%-%-%*%*%1%1%

NET: Would send fewer
12*115193213151930parcels

76%64%50%96%50%43%55%38%38%61%42%43%

acd

NET: Would send a
similar number of

*1**1020331772032parcels
3%36%50%4%33%43%42%54%49%27%45%46%

bbb
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

b*a*ba*dcbaedcbaSignificance Level: 95%
137286147-61170112174165171158169177Unweighted total

4917457-186742686466596569Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

125116-31812181818171818would not change
25%30%26%29%-%16%28%28%27%29%28%29%28%27%

We would send a similar
number of parcels but
use 2nd class postage

112-11-41311131313131313more
22%14%-%19%-%22%20%25%20%20%20%22%20%19%

We would send fewer
2*-3-*31333133parcels to save money
5%1%-%4%-%1%4%3%4%4%4%2%4%4%

We would switch to
cheaper parcel service

178221-82514262424222427providers
35%46%66%37%-%45%38%32%39%37%37%37%37%39%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

5--5-153545555point)
11%-%-%9%-%8%8%7%8%6%8%9%8%8%

Some other impact of
--------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

****-*1*11***1would be unaffordable
1%2%8%1%-%2%1%1%1%1%1%1%1%1%

-1---111111*11Other (write in)
-%6%-%-%-%6%2%3%2%2%2%*%2%2%

Don't know (DO NOT READ
**-1-*1*111*11OUT)
1%*%-%1%-%1%1%1%1%1%1%1%1%1%

NET: Would send fewer
208224-82815292627232730parcels
40%47%66%41%-%46%41%36%43%41%41%39%41%43%

NET: Would send a
similar number of

237127-73122323131303132parcels
47%45%26%48%-%38%47%53%47%49%48%51%48%46%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 226  (continuation)                                                                                                                                                  Page 4054

QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*b*acb*ab*a*baSignificance Level: 95%
8493133142930120274211247177Unweighted total
313846716104911166*2169Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

991413215241-518would not change
30%24%30%17%20%24%30%15%23%17%-%23%27%

We would send a similar
number of parcels but
use 2nd class postage

4912-1*9421*313more
12%25%26%-%9%1%19%37%14%18%68%16%19%

bc

We would send fewer
112*--3-*--*3parcels to save money
4%3%5%1%-%-%5%-%1%-%-%*%4%

We would switch to
cheaper parcel service

12161269716584-1027providers
37%41%26%77%61%73%32%45%47%63%-%49%39%

b

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

425***5*1--15point)
12%4%11%5%*%1%10%3%8%-%-%6%8%

Some other impact of
-------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

-1*-*-1*----1would be unaffordable
-%2%1%-%2%-%1%*%-%-%-%-%1%

1*--1-1-1*-11Other (write in)
3%*%-%-%7%-%2%-%7%1%-%5%2%

Don't know (DO NOT READ
**1--**-****1OUT)
1%1%1%-%-%1%1%-%*%1%32%*%1%

NET: Would send fewer
13171569718584-1030parcels
41%45%32%78%61%73%37%45%48%63%-%50%43%

b

NET: Would send a
similar number of

13182615224662*832parcels
42%48%56%17%30%25%49%52%37%35%68%39%46%

c
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

d*cbadcbadc*baSignificance Level: 95%
1773613764464106571268117719148177Unweighted total

69183281422402149296925169Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

18813431221551811418would not change
27%43%37%10%31%16%30%11%30%16%27%54%28%27%

bbbdbdd

We would send a similar
number of parcels but
use 2nd class postage

134*82411311513*1213more
19%20%10%27%12%18%28%15%23%17%19%7%23%19%

We would send fewer
3*-11**1*13**3parcels to save money
4%*%-%4%8%1%1%6%1%5%4%5%1%4%

ac

We would switch to
cheaper parcel service

2741155131111171627*1827providers
39%21%16%54%32%58%28%52%35%56%39%16%36%39%

adacacac

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

511122425*5*45point)
8%8%34%3%15%7%10%8%10%1%8%5%9%8%

bdd

Some other impact of
--------------postage price increase
-%-%-%-%-%-%-%-%-%-%-%-%-%-%

We would not send any
parcels as the price

1*-****1**1**1would be unaffordable
1%2%-%1%*%*%1%3%1%1%1%13%1%1%

11-*--11*11-11Other (write in)
2%6%-%*%-%-%3%5%*%4%2%-%2%2%

ba

Don't know (DO NOT READ
1-********1-*1OUT)
1%-%3%1%1%1%1%1%1%*%1%-%1%1%

NET: Would send fewer
3041166131112171830*1930parcels
43%21%16%58%41%59%28%58%35%61%43%21%36%43%

dacacac

NET: Would send a
similar number of

32112106723526103212632parcels
46%63%47%37%43%33%58%26%53%33%46%61%52%46%

bbdbdd
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

177177Unweighted total
6969Weighted total

Our use of parcels
services, including use
of 1st and 2nd class,

1818would not change
27%27%

We would send a similar
number of parcels but
use 2nd class postage

1313more
19%19%

We would send fewer
33parcels to save money
4%4%

We would switch to
cheaper parcel service

2727providers
39%39%

We would find
alternative ways to
deliver parcels ( e.g
ask customers to pick
them up from a warehouse
or use a collection

55point)
8%8%

Some other impact of
--postage price increase
-%-%

We would not send any
parcels as the price

11would be unaffordable
1%1%

11Other (write in)
2%2%

Don't know (DO NOT READ
11OUT)
1%1%

NET: Would send fewer
3030parcels
43%43%

NET: Would send a
similar number of

3232parcels
46%46%
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QN7d. And if parcels prices went up by 20% what would your business do?
Base: All using RM to send a small parcel in the last month (QN3b=1)

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
572033951382693970160294563Unweighted total

871360103203512242261Weighted total

We send a similar number
of letters nowadays and
have not changed our

***21121*12224level of 1st class usage
5%1%3%3%11%11%18%9%10%9%9%

b

We send a similar number
of letters nowadays but
are using 2nd class

3*1772**12223postage more
32%4%4%12%6%8%11%8%7%9%9%

abc

We send fewer letters
1**421**11010nowadays to save money

12%2%1%6%2%4%3%2%6%4%4%

a

We send fewer letters
nowadays but mainly
because we have switched

3162541813593102to e-mail
37%21%46%41%40%43%44%52%39%39%39%

a

We send more letters
nowadays but using 2nd

***431-**89class postage more
1%1%3%7%3%3%-%10%1%3%3%

abde

We send more letters
nowadays but have not
changed our relative

****31-*156level of 1st class usage
1%3%*%1%3%6%-%3%8%2%2%

aa

We have made no changes
to the number of letters

13618294*136973we send
8%51%43%29%28%20%14%14%24%28%28%

eeece

Some other impact of
*1-1-*-**22postage price increase
1%16%-%2%-%1%-%1%1%1%1%

----5****89We do not send any mail
-%-%-%-%5%2%6%1%1%3%3%

b

Don't know (DO NOT READ
*---2**-*34OUT)
3%-%-%-%2%2%4%-%3%1%1%

NET: Send similar number
3*191841124347of letters

37%5%7%14%17%19%29%17%17%18%18%

abc
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

e*dcbaedcbaSignificance Level: 95%
572033951382693970160294563Unweighted total

871360103203512242261Weighted total

42628439135103112NET: Send fewer letters
49%23%47%47%41%47%47%54%45%43%43%

***562-111315NET: Send more letters
2%4%3%8%6%9%-%13%9%6%6%

ad

13618294*136973NET: No change
8%51%43%29%28%20%14%14%24%28%28%

eeece
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
596771366353854773318551838563Unweighted total

91013230212338501710271330261Weighted total

We send a similar number
of letters nowadays and
have not changed our

1121911241*61224level of 1st class usage
15%14%16%8%4%5%6%9%7%1%21%11%7%9%

jghij

We send a similar number
of letters nowadays but
are using 2nd class

111201225*221323postage more
12%14%9%9%4%9%6%11%2%19%8%8%11%9%

We send fewer letters
*1*92*21111-*10nowadays to save money
1%11%3%4%10%1%6%2%6%9%4%-%*%4%

afjmm

We send fewer letters
nowadays but mainly
because we have switched

336907913229211511102to e-mail
30%36%46%39%34%38%35%45%52%20%41%38%37%39%

m

We send more letters
nowadays but using 2nd

-*181123*-*--9class postage more
-%5%5%3%4%5%6%7%1%-%*%-%-%3%

m

We send more letters
nowadays but have not
changed our relative

***5*3***-*-16level of 1st class usage
4%3%3%2%1%14%*%*%1%-%*%-%4%2%

cefgijkl

We have made no changes
to the number of letters

422658514105374973we send
39%18%18%28%37%20%37%20%30%33%25%33%30%28%

fklklfkl

Some other impact of
*--2*-1*----12postage price increase
1%-%-%1%1%-%3%*%-%-%-%-%4%1%

---9-112-2-*29We do not send any mail
-%-%-%4%-%5%3%4%-%18%-%1%8%3%

cklm

Don't know (DO NOT READ
-**31*-1*-*1-4OUT)
-%*%*%1%4%1%-%2%1%-%*%8%-%1%

NET: Send similar number
23339234102282547of letters

27%28%25%17%9%15%11%20%9%20%29%19%18%18%

egiegijegij
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfe*dc*baSignificance Level: 95%
596771366353854773318551838563Unweighted total

91013230212338501710271330261Weighted total

34699109152310312511112NET: Send fewer letters
30%46%50%43%44%40%41%47%58%29%45%38%37%43%

mmm

*11131523*-*-115NET: Send more letters
4%8%7%6%5%20%6%7%2%-%1%-%4%6%

acefgjm

422658514105374973NET: No change
39%18%18%28%37%20%37%20%30%33%25%33%30%28%

fklklfkl
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
8647719836520039231456914649563Unweighted total
28234811809121875305274261Weighted total

We send a similar number
of letters nowadays and
have not changed our

42061872*91*4*24level of 1st class usage
15%8%7%10%8%12%3%12%4%1%13%8%9%

We send a similar number
of letters nowadays but
are using 2nd class

123716121-4312123postage more
2%10%9%9%13%5%-%5%11%10%6%28%9%

be

We send fewer letters
383711*7*-**10nowadays to save money

10%3%4%4%1%5%4%10%1%-%*%1%4%

abdh

We send fewer letters
nowadays but mainly
because we have switched

8943171358526122122102to e-mail
28%40%38%39%39%36%61%34%40%45%43%55%39%

b

We send more letters
nowadays but using 2nd

18364--41---9class postage more
4%3%4%3%4%-%-%5%4%-%-%-%3%

We send more letters
nowadays but have not
changed our relative

152441*****-6level of 1st class usage
4%2%2%2%4%5%4%1%*%2%1%-%2%

ee

We have made no changes
to the number of letters

86526472462201127*73we send
28%28%32%26%27%31%29%27%35%42%24%8%28%

Some other impact of
1111*--1--1-2postage price increase
4%1%1%1%*%-%-%1%-%-%4%-%1%

ah

17182--31-2-9We do not send any mail
5%3%1%4%2%-%-%4%4%-%8%-%3%

h

Don't know (DO NOT READ
*31211-1*-*-4OUT)
*%1%2%1%1%5%-%1%1%-%*%-%1%

NET: Send similar number
5421334193*13515147of letters

17%18%16%19%21%17%3%17%16%11%19%36%18%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahg*fed*cb*aSignificance Level: 95%
8647719836520039231456914649563Unweighted total
28234811809121875305274261Weighted total

111023478369533122122112NET: Send fewer letters
38%44%42%43%40%42%64%44%40%45%44%56%43%

21351081*41**-15NET: Send more letters
8%5%6%6%9%5%4%5%5%2%1%-%6%

86526472462201127*73NET: No change
28%28%32%26%27%31%29%27%35%42%24%8%28%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339533128535563Unweighted total

523816820241261Weighted total

We send a similar number
of letters nowadays and
have not changed our

841222224level of 1st class usage
14%11%7%8%9%9%

a

We send a similar number
of letters nowadays but
are using 2nd class

751132123postage more
14%13%7%13%9%9%

aa

We send fewer letters
42411010nowadays to save money
8%4%2%3%4%4%

a

We send fewer letters
nowadays but mainly
because we have switched

1614712100102to e-mail
31%36%42%11%41%39%

c

We send more letters
nowadays but using 2nd

*26269class postage more
1%6%4%12%3%3%

c

We send more letters
nowadays but have not
changed our relative

213-66level of 1st class usage
4%3%2%-%3%2%

We have made no changes
to the number of letters

1195296473we send
20%24%31%44%27%28%

c

Some other impact of
11*-22postage price increase
2%3%*%-%1%1%

aa

2-6279We do not send any mail
4%-%4%10%3%3%

b

Don't know (DO NOT READ
1-2-44OUT)
2%-%1%-%1%1%

NET: Send similar number
1592344347of letters
28%24%14%21%18%18%

aa
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cba*baSignificance Level: 95%
1339533128535563Unweighted total

523816820241261Weighted total

2015753109112NET: Send fewer letters
38%40%45%14%45%43%

23921315NET: Send more letters
4%9%6%12%5%6%

1195296473NET: No change
20%24%31%44%27%28%

c
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
15024217125538---1321125413563Unweighted total

401081147254---**633222261Weighted total

We send a similar number
of letters nowadays and
have not changed our

6108*24-----*61824level of 1st class usage
15%9%7%1%9%-%-%-%-%-%1%17%8%9%

aai

We send a similar number
of letters nowadays but
are using 2nd class

4109221----*221923postage more
10%10%8%32%8%-%-%-%-%65%30%6%9%9%

We send fewer letters
27119-----11910nowadays to save money
4%7%1%15%4%-%-%-%-%-%16%2%4%4%

a

We send fewer letters
nowadays but mainly
because we have switched

1443451100-----11388102to e-mail
35%40%39%20%39%-%-%-%-%-%21%38%40%39%

We send more letters
nowadays but using 2nd

143*9-----*179class postage more
3%4%3%1%3%-%-%-%-%-%1%4%3%3%

We send more letters
nowadays but have not
changed our relative

*42*6-----**66level of 1st class usage
1%4%2%2%2%-%-%-%-%-%2%1%3%2%

We have made no changes
to the number of letters

82738172---**176573we send
19%25%33%11%28%-%-%-%100%35%9%21%29%28%

c

Some other impact of
2**-2------2*2postage price increase
5%*%*%-%1%-%-%-%-%-%-%7%*%1%

abai

12517-----1-79We do not send any mail
3%2%5%18%3%-%-%-%-%-%20%-%3%3%

b

Don't know (DO NOT READ
1*2-4------124OUT)
3%*%2%-%1%-%-%-%-%-%-%4%1%1%

bai

NET: Send similar number
102017245----*283747of letters
25%18%15%32%18%-%-%-%-%65%31%23%17%18%

a

1650462110-----21397112NET: Send fewer letters
39%47%41%35%43%-%-%-%-%-%38%40%44%43%

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 227  (continuation)                                                                                                                                                  Page 4066

QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cba*ji*h*g*f*e*d*cbaSignificance Level: 95%
15024217125538---1321125413563Unweighted total

401081147254---**633222261Weighted total

285*15-----*21315NET: Send more letters
5%7%5%2%6%-%-%-%-%-%3%5%6%6%

82738172---**176573NET: No change
19%25%33%11%28%-%-%-%100%35%9%21%29%28%

c
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h,i,j - a,b,c

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349400177199413269379563Unweighted total
--2237150168588116590142261Weighted total

We send a similar number
of letters nowadays and
have not changed our

--*--*17167917101524level of 1st class usage
-%-%4%-%-%5%11%10%12%12%10%11%11%9%

We send a similar number
of letters nowadays but
are using 2nd class

--11*114175817111323postage more
-%-%46%60%4%10%9%10%9%9%10%12%9%9%

We send fewer letters
--1-**384543410nowadays to save money
-%-%46%-%2%5%2%5%7%6%2%3%3%4%

abcc

We send fewer letters
nowadays but mainly
because we have switched

--***456652530613156102to e-mail
-%-%2%16%6%54%37%39%44%37%37%35%39%39%

We send more letters
nowadays but using 2nd

----**56335259class postage more
-%-%-%-%6%1%3%4%5%3%3%3%4%3%

We send more letters
nowadays but have not
changed our relative

-----153326366level of 1st class usage
-%-%-%-%-%16%3%2%5%2%4%4%4%2%

af

We have made no changes
to the number of letters

--**-*464581947273773we send
-%-%2%18%-%7%31%27%13%24%29%30%26%28%

beeeee

Some other impact of
----2**2212122postage price increase
-%-%-%-%80%1%*%1%4%1%1%1%2%1%

------13-31-19We do not send any mail
-%-%-%-%-%-%1%2%-%4%1%-%1%3%

babce

Don't know (DO NOT READ
---***32114234OUT)
-%-%-%6%2%2%2%1%2%2%2%3%2%1%

NET: Send similar number
--11*13133121734202847of letters
-%-%50%60%4%15%20%20%21%21%21%23%19%18%

--1**459732935653460112NET: Send fewer letters
-%-%48%16%7%58%39%43%51%43%40%37%42%43%

abc
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*e*d*cbafedcbaSignificance Level: 95%
--681138349400177199413269379563Unweighted total
--2237150168588116590142261Weighted total

----*1109651161115NET: Send more letters
-%-%-%-%6%17%7%5%10%6%7%7%8%6%

a

--**-*464581947273773NET: No change
-%-%2%18%-%7%31%27%13%24%29%30%26%28%

beeeee
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051122-11137186563Unweighted total
120364165*-***1277261Weighted total

We send a similar number
of letters nowadays and
have not changed our

-3437------*924level of 1st class usage
-%16%12%7%11%-%-%-%-%-%-%2%12%9%

We send a similar number
of letters nowadays but
are using 2nd class

-3725*-*--11623postage more
-%16%20%5%7%32%-%100%-%-%96%44%7%9%

bab

We send fewer letters
-**12-------510nowadays to save money
-%1%1%3%4%-%-%-%-%-%-%-%6%4%

We send fewer letters
nowadays but mainly
because we have switched

17121724-----*129102to e-mail
75%33%34%41%36%-%-%-%-%-%4%52%37%39%

We send more letters
nowadays but using 2nd

-*32*-------39class postage more
-%2%7%5%*%-%-%-%-%-%-%-%3%3%

aa

We send more letters
nowadays but have not
changed our relative

*1113-------26level of 1st class usage
4%7%3%2%4%-%-%-%-%-%-%-%2%2%

We have made no changes
to the number of letters

*481520*--**--1973we send
21%20%23%37%30%68%-%-%100%100%-%-%24%28%

cd

Some other impact of
-1**1-------12postage price increase
-%5%*%*%2%-%-%-%-%-%-%-%2%1%

bc

----1------*39We do not send any mail
-%-%-%-%1%-%-%-%-%-%-%2%4%3%

Don't know (DO NOT READ
-***3-------14OUT)
-%1%*%*%5%-%-%-%-%-%-%-%2%1%

b

NET: Send similar number
-611512*-*--111547of letters
-%31%31%12%18%32%-%100%-%-%96%46%19%18%

abab
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
3911011051122-11137186563Unweighted total
120364165*-***1277261Weighted total

17121826-----*134112NET: Send fewer letters
75%33%34%44%40%-%-%-%-%-%4%52%43%43%

*2433-------515NET: Send more letters
4%9%11%7%4%-%-%-%-%-%-%-%6%6%

*481520*--**--1973NET: No change
21%20%23%37%30%68%-%-%100%100%-%-%24%28%

cd
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e,f,g,h - a,b,c,d,e

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
25387575067612110442474264563Unweighted total
101543023124552214181730261Weighted total

We send a similar number
of letters nowadays and
have not changed our

4145192*7-132324level of 1st class usage
35%9%16%8%8%1%14%-%10%15%10%12%9%

We send a similar number
of letters nowadays but
are using 2nd class

*17*23314*21*423postage more
*%11%1%10%12%23%7%3%15%6%2%13%9%

bb

We send fewer letters
*4282*2-112*10nowadays to save money
1%3%7%4%10%2%5%-%8%7%13%1%4%

a

We send fewer letters
nowadays but mainly
because we have switched

556138910318135515102to e-mail
48%36%42%39%41%52%34%80%20%29%29%51%39%

bcd

We send more letters
nowadays but using 2nd

*5*8--3--*119class postage more
3%3%1%4%-%-%5%-%-%*%8%5%3%

c

We send more letters
nowadays but have not
changed our relative

-6*6*-2-*1**6level of 1st class usage
-%4%1%3%1%-%3%-%*%6%2%1%2%

We have made no changes
to the number of letters

1468656-13*355573we send
12%30%25%28%27%-%24%17%22%29%30%17%28%

Some other impact of
-2-2*-1-1-**2postage price increase
-%1%-%1%*%-%2%-%8%-%*%*%1%

a

-126-12-111-9We do not send any mail
-%1%8%3%-%21%4%-%9%6%6%-%3%

aaa
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

*babac*ba*edcbaSignificance Level: 95%
25387575067612110442474264563Unweighted total
101543023124552214181730261Weighted total

Don't know (DO NOT READ
-4-4--1-1*--4OUT)
-%2%-%2%-%-%2%-%8%1%-%-%1%

a

NET: Send similar number
4315425111*442747of letters

36%20%16%18%20%24%21%3%25%21%13%25%18%

559159712320147716112NET: Send fewer letters
49%39%49%42%51%55%38%80%28%36%42%52%43%

d

*11115*-4-*12215NET: Send more letters
3%7%2%6%1%-%8%-%*%7%10%5%6%

c

1468656-13*355573NET: No change
12%30%25%28%27%-%24%17%22%29%30%17%28%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-613541205514410463717563Unweighted total
-181304424575181412261Weighted total

We send a similar number
of letters nowadays and
have not changed our

-2137371**124level of 1st class usage
-%10%10%15%11%12%25%2%1%10%9%

We send a similar number
of letters nowadays but
are using 2nd class

-1133*7-21123postage more
-%6%10%7%2%13%-%14%11%8%9%

b

We send fewer letters
-14232112110nowadays to save money
-%8%3%3%14%3%25%6%16%9%4%

a

We send fewer letters
nowadays but mainly
because we have switched

-5511310202762102to e-mail
-%29%39%28%42%35%47%42%44%16%39%

a

We send more letters
nowadays but using 2nd

-*52*2----9class postage more
-%2%4%5%1%4%-%-%-%-%3%

We send more letters
nowadays but have not
changed our relative

-*5411*1*16level of 1st class usage
-%1%4%9%5%1%4%8%2%9%2%

bc

We have made no changes
to the number of letters

-73210515-42573we send
-%37%25%22%19%26%-%21%17%39%28%

ab

Some other impact of
-121-1-*-*2postage price increase
-%6%2%2%-%2%-%*%-%*%1%

b

--1-12--1-9We do not send any mail
-%-%1%-%5%3%-%-%8%-%3%

Don't know (DO NOT READ
--33-1-1-14OUT)
-%-%3%7%-%2%-%7%-%9%1%

bc
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbaba*bab*aSignificance Level: 95%
-613541205514410463717563Unweighted total
-181304424575181412261Weighted total

NET: Send similar number
-32610314132247of letters
-%17%20%22%13%24%25%16%12%18%18%

-7551413213983112NET: Send fewer letters
-%37%43%32%56%38%72%48%60%25%43%

aa

-110623*1*115NET: Send more letters
-%3%8%15%7%5%4%8%2%9%6%

bc

-73210515-42573NET: No change
-%37%25%22%19%26%-%21%17%39%28%

ab
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b - a,b - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331160248357-50139136-45239105563Unweighted total
21011256582135-165756-137839261Weighted total

We send a similar number
of letters nowadays and
have not changed our

-5138614-168-38624level of 1st class usage
-%5%11%12%7%10%-%9%11%14%-%22%10%17%9%

bb

We send a similar number
of letters nowadays but
are using 2nd class

-171071113-172-211123postage more
-%17%8%11%13%9%-%6%13%3%-%16%14%3%9%

aaaa

We send fewer letters
-24434-144-13110nowadays to save money
-%2%3%6%3%3%-%8%7%7%-%8%3%3%4%

We send fewer letters
nowadays but mainly
because we have switched

*3846203050-41918-42912102to e-mail
4%38%36%31%36%37%-%22%34%33%-%28%37%30%39%

We send more letters
nowadays but using 2nd

*53225-*23-*229class postage more
4%5%2%4%3%4%-%2%4%5%-%*%3%5%3%

We send more letters
nowadays but have not
changed our relative

*35226-**2-*236level of 1st class usage
3%3%4%2%3%4%-%1%1%3%-%3%3%8%2%

b

We have made no changes
to the number of letters

12638182637-51414-3211273we send
87%25%30%27%31%27%-%33%25%26%-%23%27%31%28%

Some other impact of
*12112-*11-*1-2postage price increase
3%1%2%2%1%2%-%*%2%2%-%*%1%-%1%

-112-1-213----9We do not send any mail
-%1%1%3%-%1%-%13%2%6%-%-%-%-%3%

abb

Don't know (DO NOT READ
-33123-111--114OUT)
-%3%3%2%3%3%-%6%2%2%-%-%2%3%1%

NET: Send similar number
-2123151726-21310-519847of letters
-%21%19%23%20%20%-%15%23%17%-%38%24%20%18%

a
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
6261331160248357-50139136-45239105563Unweighted total
21011256582135-165756-137839261Weighted total

*4149243254-52322-53113112NET: Send fewer letters
4%40%39%37%39%40%-%29%41%40%-%36%40%33%43%

*884511-134-*5515NET: Send more letters
7%8%6%6%5%8%-%3%5%8%-%3%6%13%6%

b

12638182637-51414-3211273NET: No change
87%25%30%27%31%27%-%33%25%26%-%23%27%31%28%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c - a,b,c

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4661526131330369678135563Unweighted total
241710212267372749261Weighted total

We send a similar number
of letters nowadays and
have not changed our

1---514*151624level of 1st class usage
63%-%-%-%5%12%6%22%15%5%12%9%

bbb

We send a similar number
of letters nowadays but
are using 2nd class

-1-317101-37423postage more
-%21%-%47%17%8%16%-%8%25%8%9%

adacd

We send fewer letters
-1-*44**32310nowadays to save money
-%32%-%1%4%3%1%6%7%9%6%4%

We send fewer letters
nowadays but mainly
because we have switched

*2*338422281118102to e-mail
17%46%33%37%38%35%32%25%23%41%38%39%

cc

We send more letters
nowadays but using 2nd

--*153**3139class postage more
-%-%5%14%5%2%5%5%7%2%5%3%

We send more letters
nowadays but have not
changed our relative

--**25**1*16level of 1st class usage
-%-%33%1%2%4%2%3%4%*%1%2%

We have made no changes
to the number of letters

*-**233712931373we send
20%-%28%1%23%31%21%23%25%13%27%28%

bbb

Some other impact of
----22--1-*2postage price increase
-%-%-%-%2%2%-%-%3%-%*%1%

----22112--9We do not send any mail
-%-%-%-%2%2%16%16%5%-%-%3%

ababab

Don't know (DO NOT READ
----32--1114OUT)
-%-%-%-%3%2%-%-%3%5%3%1%

NET: Send similar number
11-3222411881047of letters

63%21%-%47%22%20%22%22%23%31%21%18%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*b*abaedcbaSignificance Level: 95%
4661526131330369678135563Unweighted total
241710212267372749261Weighted total

*3*3424622111321112NET: Send fewer letters
17%79%33%38%41%38%33%31%30%50%43%43%

cc

--*178*141315NET: Send more letters
-%-%39%14%7%6%7%8%11%3%7%6%

b

*-**233712931373NET: No change
20%-%28%1%23%31%21%23%25%13%27%28%

bbb
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4656717454-142521299550441523422518563Unweighted total
211338201-53236129251189236177234261Weighted total

We send a similar number
of letters nowadays and
have not changed our

172-18-62312242122182124level of 1st class usage
8%7%-%9%-%11%10%10%9%11%10%10%9%9%

We send a similar number
of letters nowadays but
are using 2nd class

194119-3216231622152223postage more
9%13%16%10%-%5%9%5%9%9%9%9%9%9%

We send fewer letters
7217-21061081091010nowadays to save money
3%6%8%4%-%5%4%4%4%4%4%5%4%4%

We send fewer letters
nowadays but mainly
because we have switched

7816375-1991549972946994102to e-mail
37%49%34%37%-%35%39%42%39%38%40%39%40%39%

We send more letters
nowadays but using 2nd

8**6-196977579class postage more
4%*%1%3%-%1%4%5%3%3%3%3%3%3%

c

We send more letters
nowadays but have not
changed our relative

6*-5-265546666level of 1st class usage
3%*%-%3%-%4%3%4%2%2%3%3%3%2%

We have made no changes
to the number of letters

665259-166330684861446073we send
31%14%27%30%-%30%27%23%27%26%26%25%26%28%

a

Some other impact of
*211-121222222postage price increase
*%7%14%1%-%2%1%1%1%1%1%1%1%1%

b

7--6-375867579We do not send any mail
3%-%-%3%-%6%3%4%3%3%3%3%3%3%

Don't know (DO NOT READ
21-4-*22434434OUT)
1%3%-%2%-%*%1%2%1%2%1%2%1%1%

NET: Send similar number
366137-94419473744344347of letters
17%20%16%19%-%16%19%15%19%20%19%19%19%18%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

ba*ba*dcbaedcbaSignificance Level: 95%
4656717454-142521299550441523422518563Unweighted total
211338201-53236129251189236177234261Weighted total

8518382-21102591098010478104112NET: Send fewer letters
40%56%42%41%-%40%43%46%43%43%44%44%44%43%

b

15**11-31511141114111415NET: Send more letters
7%1%1%6%-%5%6%9%5%6%6%6%6%6%

a

665259-166330684861446073NET: No change
31%14%27%30%-%30%27%23%27%26%26%25%26%28%

a
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d,e - a,b,c,d - a,b - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2453184682169102400608322392563Unweighted total
110152209114047192224212*48261Weighted total

We send a similar number
of letters nowadays and
have not changed our

12121626319252-624level of 1st class usage
11%8%8%19%14%7%10%9%11%21%-%13%9%

We send a similar number
of letters nowadays but
are using 2nd class

101320-3120231-423postage more
9%9%10%-%7%2%10%10%6%8%-%7%9%

cc

We send fewer letters
3871336231*410nowadays to save money
2%5%3%11%7%6%3%10%8%9%40%9%4%

b

We send fewer letters
nowadays but mainly
because we have switched

24778061534608183-18102to e-mail
22%51%39%54%38%71%31%37%43%22%-%38%39%

bab

We send more letters
nowadays but using 2nd

638-1-63*--*9class postage more
6%2%4%-%1%-%3%13%1%-%-%1%3%

abc

We send more letters
nowadays but have not
changed our relative

426**-422*-26level of 1st class usage
4%1%3%*%1%-%2%9%4%*%-%3%2%

abc

We have made no changes
to the number of letters

432962*95653102-1173we send
39%19%30%3%23%10%34%12%24%18%-%23%28%

aac

Some other impact of
*21-111--**-2postage price increase
*%1%1%-%3%2%1%-%-%*%19%-%1%

636*2-8*11-29We do not send any mail
5%2%3%1%5%-%4%1%3%10%-%5%3%

c

Don't know (DO NOT READ
1221-12*-1*-4OUT)
1%1%1%11%-%2%1%*%-%10%40%-%1%

NET: Send similar number
22253629439473-1047of letters
20%17%17%19%22%9%20%19%17%29%-%20%18%

c
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bac*bacbab*a*baSignificance Level: 95%
2453184682169102400608322392563Unweighted total
110152209114047192224212*48261Weighted total

278587718366610214*23112NET: Send fewer letters
25%56%42%65%45%76%34%46%51%31%40%48%43%

bab

11414*1-1052*-215NET: Send more letters
10%3%7%*%2%-%5%21%5%*%-%4%6%

acbc

432962*95653102-1173NET: No change
39%19%30%3%23%10%34%12%24%18%-%23%28%

aac
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b - a,b - a,b,c - a,b,c - a,b

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
56313436256112134208571269117759387563Unweighted total
26173151124750822149346917152261Weighted total

We send a similar number
of letters nowadays and
have not changed our

24---24110181841524level of 1st class usage
9%-%-%-%51%3%13%7%15%2%11%21%10%9%

bcddddadd

We send a similar number
of letters nowadays but
are using 2nd class

23---23945346*1723postage more
9%-%-%-%49%18%5%22%6%13%9%1%11%9%

bcdacacbbb

We send fewer letters
10--10-2213341410nowadays to save money

4%-%-%9%-%4%2%7%6%7%6%8%3%4%

adaa

We send fewer letters
nowadays but mainly
because we have switched

102--102-21338161424760102to e-mail
39%-%-%91%-%43%40%37%32%42%35%42%39%39%

acd

We send more letters
nowadays but using 2nd

9-9--432112*59class postage more
3%-%59%-%-%8%3%8%3%4%2%2%3%3%

abdc

We send more letters
nowadays but have not
changed our relative

6-6--*3*212166level of 1st class usage
2%-%41%-%-%*%4%*%4%4%3%7%4%2%

abddd

We have made no changes
to the number of letters

7373---112531561833973we send
28%100%-%-%-%21%31%13%30%17%26%18%26%28%

abcbb

Some other impact of
2-----1-111-22postage price increase
1%-%-%-%-%-%1%-%2%3%2%-%1%1%

9-------113-19We do not send any mail
3%-%-%-%-%-%-%-%2%3%4%-%1%3%

caa

Don't know (DO NOT READ
4----111*11*34OUT)
1%-%-%-%-%3%1%5%*%3%2%1%2%1%

a
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



MonthEffect of postage pricesRM services used in the last monthUse of postal services in the last month
Apr' 2018NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
56313436256112134208571269117759387563Unweighted total
26173151124750822149346917152261Weighted total

NET: Send similar number
47---47101461051443247of letters
18%-%-%-%100%21%17%29%21%15%21%23%21%18%

bcdc

112--112-23359191728864112NET: Send fewer letters
43%-%-%100%-%47%42%44%38%50%41%50%42%43%

acd

15-15--46233311115NET: Send more letters
6%-%100%-%-%8%7%9%6%8%5%8%7%6%

abd

7373---112531561833973NET: No change
28%100%-%-%-%21%31%13%30%17%26%18%26%28%

abcbb
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Columns Tested: a,b,c,d - a,b,c,d - a,b,c,d

Produced by OLR
Issue date: 05/02/19



Quarter
Q2 2018Total base

563563Unweighted total
261261Weighted total

We send a similar number
of letters nowadays and
have not changed our

2424level of 1st class usage
9%9%

We send a similar number
of letters nowadays but
are using 2nd class

2323postage more
9%9%

We send fewer letters
1010nowadays to save money

4%4%

We send fewer letters
nowadays but mainly
because we have switched

102102to e-mail
39%39%

We send more letters
nowadays but using 2nd

99class postage more
3%3%

We send more letters
nowadays but have not
changed our relative

66level of 1st class usage
2%2%

We have made no changes
to the number of letters

7373we send
28%28%

Some other impact of
22postage price increase
1%1%

99We do not send any mail
3%3%

Don't know (DO NOT READ
44OUT)
1%1%

NET: Send similar number
4747of letters
18%18%

112112NET: Send fewer letters
43%43%

1515NET: Send more letters
6%6%

7373NET: No change
28%28%
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QN8. Which of the following statements best describes what effect, if any, recent postage price rises have had on the extent to which your business post letters nowadays, compared
with two years ago?
Base: All respondents

Produced by OLR
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TurnoverBusiness Size
£1,500,000£1,000,000£500,000£100,00-£499,999£0-£99,99910+100-24950-9910-490-9Total base

+- 1,499- £999
,999,999

edcbaedcbaSignificance Level: 95%
153831404576317019416344416972398Unweighted total

48501164576928011185119202000Weighted total

861496123----380380North 0-9 Employees
17%13%12%21%18%-%-%-%-%20%19%

cbcde

4222*203512-20North 10+ Employees
9%4%1%*%*%25%27%27%24%-%1%

abcabaaaaa

61440103175----460460Mids 0-9 Employees
13%28%34%22%25%-%-%-%-%24%23%

eabeeebcde

4212*203513-20Mids 10+ Employees
8%3%1%*%*%25%24%25%25%-%1%

abcabaaaa

151945189302----820820South 0-9 Employees
32%38%39%41%44%-%-%-%-%43%41%

eebcde

4112*203413-20South 10+ Employees
7%2%1%*%*%25%27%24%25%-%1%

abcabaaaa

45126391----260260Wal/Sco/NI 0-9 Employees
8%9%10%14%13%-%-%-%-%14%13%

ebcde

32211202513-20Wal/Sco/NI 10+ Employees
6%3%2%*%*%25%23%25%25%-%1%

abababaaaa
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Weighting Var
Base: All

Columns Tested: a,b,c,d,e - a,b,c,d,e
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GOR (sample)
NorthernWalesScotlandEnglandYorkshireWestSouth WestSouth EastNorth WestNorth EastGreaterEastEast ofTotal base
Irelandand TheMidlandsLondonMidlandsEngland

Humber

mlkjihgfedcbaSignificance Level: 95%
281286311152015314617828915261266881872398Unweighted total

89981031711165164200324161652981142202000Weighted total

1-237714813315159742380North 0-9 Employees
1%-%2%22%90%1%1%1%94%90%2%3%1%19%

labcfghjklabcfghklabcfghjklmlabcfghjklml
lmm

***197**-821*120North 10+ Employees
*%1%*%1%4%*%*%-%5%4%*%*%*%1%

acfghjklmacfghjklmacfghklm

1214566148242-26104146460Mids 0-9 Employees
1%2%1%27%4%90%1%13%-%3%2%91%67%23%

ecdefgikacdefgijcdegiklmecdefgijacdefgij

lmklmklmklm

---2018-1*-*4620Mids 10+ Employees
-%-%-%1%*%5%-%*%*%-%*%3%3%1%

cefgijklcefgklmcefgklm

m

-3181635190272-1277363820South 0-9 Employees
-%3%1%48%2%3%95%84%-%2%93%3%29%41%

ekmmabdehikemabdehijklmabdefhijklmemabdefhibdehikl

lmmjklmm

***20-*47**7*120South 10+ Employees
*%*%*%1%-%*%2%2%*%*%2%*%1%1%

klmklmklm

7986924-1--21---260Wal/Sco/NI 0-9 Employees
89%88%89%*%-%1%-%-%1%1%-%-%-%13%

abcdefghabcdefghabcdefghijj
ijij

767*----*---*20Wal/Sco/NI 10+ Employees
8%6%7%*%-%-%-%-%*%-%-%-%*%1%

abcdefghabcdefghabcdefghij

ijij

Ofcom; Business Postal Tracker Annual tables Q1 to Q4 2018
Table 228  (continuation)                                                                                                                                                  Page 4088

Weighting Var
Base: All

Columns Tested: a,b,c,d,e,f,g,h,i,j,k,l,m

Produced by OLR
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LocationUrbanityIndustry
BranchHeadRuralUrbanNonFinancialHospitalityRetail/ConstructionUtilitiesManufacturingAgricultureTotal base

/officeFinancialDistribution
local
office

babahgfedcbaSignificance Level: 95%
313208570316959301608263323358242582398Unweighted total
206179445215487561415658919447176382000Weighted total

533276631412925181144411319380North 0-9 Employees
26%18%15%20%17%18%32%19%22%23%18%23%19%

abbegh

3174168113313*20North 10+ Employees
2%1%1%1%1%1%1%1%2%1%2%1%1%

29431123337169284143489554460Mids 0-9 Employees
14%24%27%22%22%20%7%24%25%19%31%11%23%

baaffafaffaefgh

4167137115214*20Mids 10+ Employees
2%1%2%1%1%*%2%1%1%1%2%1%1%

82738142678324652624073196013820South 0-9 Employees
40%41%31%44%43%46%46%41%38%40%34%33%41%

bbbb

416416101132*3*20South 10+ Employees
2%1%1%1%1%1%2%1%1%*%1%*%1%

a

2723396164102195782161811260Wal/Sco/NI 0-9 Employees
13%13%21%11%13%14%8%13%11%13%10%29%13%

abcdefgh

41610108113213*20Wal/Sco/NI 10+ Employees
2%1%2%1%1%1%2%1%1%2%2%1%1%

a
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Weighting Var
Base: All

Columns Tested: a,b,c,d,e,f,g,h - a,b - a,b
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Role of mail servicesInternet connection
Core toCritical forAdministrativeNoYesTotal base

businesscommunications
operations

cbabaSignificance Level: 95%
549371144912422742398Unweighted total
433290124312618742000Weighted total

805423923357380North 0-9 Employees
18%19%19%19%19%19%

4412*2020North 10+ Employees
1%1%1%*%1%1%

986529135425460Mids 0-9 Employees
23%22%23%28%23%23%

6311*2020Mids 10+ Employees
1%1%1%*%1%1%

17611950648772820South 0-9 Employees
41%41%41%38%41%41%

5311-2020South 10+ Employees
1%1%1%-%1%1%

593816119241260Wal/Sco/NI 0-9 Employees
14%13%13%15%13%13%

5411*2020Wal/Sco/NI 10+ Employees
1%1%1%*%1%1%
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Weighting Var
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Monthly Postal Spend (size)Monthly postal spend
LargeMediumSmall£1000+0-<£1000£100,000+£50,000 -£25,000£10,000£5000£1000£100<£100Total base

<£100,000<£50,000-<£25,000-<£10,000-<£5000-<£1000

cbaji*h*g*f*e*dcbaSignificance Level: 95%
49010049047723211-3586041319082398Unweighted total
305790905381962*-1353026716952000Weighted total

421611775375-----537338380North 0-9 Employees
14%20%20%14%19%-%-%-%-%-%18%14%20%19%

ccbb

875119---1*161220North 10+ Employees
3%1%1%4%1%-%-%-%22%2%2%2%1%1%

abaiai

711782119451---24362389460Mids 0-9 Employees
23%23%23%23%23%-%-%-%68%79%11%23%23%23%

ccc

8102218--***161220Mids 10+ Employees
3%1%*%6%1%-%-%82%9%3%5%2%1%1%

aaaiaiai

12730938414806-----14113693820South 0-9 Employees
42%39%42%36%41%-%-%-%-%-%46%42%41%41%

794119*---*161320South 10+ Employees
2%1%*%4%1%100%-%-%-%2%4%2%1%1%

aaiaiai

361061184256----*432224260Wal/Sco/NI 0-9 Employees
12%13%13%11%13%-%-%-%-%10%12%12%13%13%

7103119--*-*161320Wal/Sco/NI 10+ Employees
2%1%*%3%1%-%-%18%-%2%3%2%1%1%

aaaai
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Weighting Var
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Number of letters/ large letters sentTypes of mail sent
5,000+500-4,999250-499100-24950-9925-491-24OthersBulkParcelsAnyLargeLettersTotal base

MailingsandLettersLetters
Packets

*g*f*edcbafedcbaSignificance Level: 95%
149304210814121539623769160799814692398Unweighted total
*4317275411131190435609121970310882000Weighted total

---2582122237296227128208380North 0-9 Employees
-%-%-%11%19%15%19%19%16%16%19%18%19%19%

---11312136817111620North 10+ Employees
-%-%-%5%3%5%1%1%1%1%1%2%1%1%

aa

--1551324127799152264165222460Mids 0-9 Employees
-%-%38%28%18%23%22%23%23%25%22%24%20%23%

a

---11213158916121520Mids 10+ Employees
-%-%-%4%2%3%1%1%2%2%1%2%1%1%

-3151318463472180262505274453820South 0-9 Employees
-%95%38%32%46%33%42%40%41%43%41%39%42%41%

*-**1114157817121620South 10+ Employees
100%-%2%2%2%2%1%1%2%1%1%2%1%1%

--*328145159556615787143260Wal/Sco/NI 0-9 Employees
-%-%10%15%7%14%13%13%13%11%13%12%13%13%

-***1214158817131720Wal/Sco/NI 10+ Employees
-%5%12%2%3%3%1%1%2%1%1%2%2%1%
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Weighting Var
Base: All

Columns Tested: a,b,c,d,e,f - a,b,c,d,e,f,g
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Frequency - letters/large letters sentNumber of packets and parcels sent
MultipleDailyMore thanOnce aLess than250+5,000+500-4,999250-499100-24950-9925-491-24Total base
timesonce aweekonce a
dailyweek andweek

not daily

*edcba*h*g*f*e*d*c*baSignificance Level: 95%
133163993914874-31411177332398Unweighted total
111762842984501-**57105862000Weighted total

327506682-----4390380North 0-9 Employees
24%15%18%22%18%-%-%-%-%-%55%27%15%19%

d

*5633*--*--1720North 10+ Employees
2%3%2%1%1%22%-%-%100%-%-%5%1%1%

a

4426650102----2-4146460Mids 0-9 Employees
34%24%23%17%23%-%-%-%-%35%-%40%25%23%

bbb

-4453*-*--**920Mids 10+ Employees
-%2%1%2%1%44%-%56%-%-%5%2%1%1%

a

366111127198----322255820South 0-9 Employees
24%38%39%42%44%-%-%-%-%65%27%17%43%41%

*6443*-*--**820South 10+ Employees
2%3%1%1%1%34%-%44%-%-%2%2%1%1%

ab

221384056-----**65260Wal/Sco/NI 0-9 Employees
14%12%14%13%12%-%-%-%-%-%7%5%11%13%

-5543----***720Wal/Sco/NI 10+ Employees
-%3%2%1%1%-%-%-%-%1%4%3%1%1%

a
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Weighting Var
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Main Postal
provider - volume:Main Postal
letters and largeprovider used: all

lettersitemsUse of parcelsFrequency - parcels and packets
ProviderRoyal MailProviderRoyal MailDo notSendParcel postMultipleOnce a dayMore thanOnce aLess thanTotal base

otherotherdispatchcustomerused fortimesonce aweekonce a
thanthanproductsproductsfulfillmentdailyweek butweek

RoyalRoyaltobut notnot every
MailMailcustomersusingday

parcels
or

packets

babacba*edcbaSignificance Level: 95%
761530280211726338465121261971772562398Unweighted total
5311652551744171244115851691392082000Weighted total

92184633424171-13273027380North 0-9 Employees
16%19%18%19%14%4%17%-%15%16%21%13%19%

ba

1162184*3*221320North 10+ Employees
1%1%1%1%2%1%1%5%2%1%1%1%1%

925564396316115325502945460Mids 0-9 Employees
17%22%25%23%18%24%28%59%29%30%21%21%23%

ca

*153174*5*323220Mids 10+ Employees
1%1%1%1%2%1%1%5%3%1%2%1%1%

274771117088213165-336858102820South 0-9 Employees
51%41%44%41%48%52%40%-%39%40%41%49%41%

a

1162184*4*222220South 10+ Employees
2%1%1%1%2%2%1%6%2%1%1%1%1%

5152252351934316171526260Wal/Sco/NI 0-9 Employees
10%13%10%13%11%14%10%22%8%10%11%13%13%

116317314*122220Wal/Sco/NI 10+ Employees
2%1%1%1%2%3%1%4%2%1%1%1%1%
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Weighting Var
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Produced by OLR
Issue date: 05/02/19



Main PostalMain Postal
provider: contractprovider: contractMain Postal
value - parcels andvalue - letters andprovider - volume:

Types of services used: letterspacketslarge lettersparcels and packets
OtherInternationalStandardUrgent,ProviderRoyal MailProviderRoyal MailProviderRoyal MailTotal base

/ CrossDeliveryTrackedotherotherother
borderor Timedthanthanthan

ServicesRoyalRoyalRoyal
MailMailMail

*dcbabababaSignificance Level: 95%
1220137047723853133224164772398Unweighted total
2122100934020740219177137622000Weighted total

-13193573165421137380North 0-9 Employees
-%10%19%17%15%16%24%12%10%12%19%

cc

-215526*21120North 10+ Employees
-%2%1%1%1%1%1%1%1%1%1%

-292037357955474116460Mids 0-9 Employees
-%24%20%21%27%24%26%27%30%26%23%

-213637*32120Mids 10+ Employees
-%1%1%2%1%2%2%2%1%2%1%

246421145921704826229820South 0-9 Employees
100%38%42%43%44%42%21%46%46%47%41%

b

-315636122120South 10+ Employees
-%3%1%2%1%1%4%1%1%1%1%

-24133431749416136260Wal/Sco/NI 0-9 Employees
-%19%13%13%8%12%19%9%10%9%13%

ab

-416635*32120Wal/Sco/NI 10+ Employees
-%3%2%2%1%1%2%2%1%1%1%
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Use of RM postal services:Use of RM postalTypes of services used: parcels and
letters and large lettersservicespacketsTypes of services used: large letters

Bulk mailSecondFirstParcelsLargeLettersOtherInternationalStandardUrgent,OtherInternationalStandardUrgent,Total base
classclassandLetters/ CrossDeliveryTracked/ CrossDeliveryTracked

servicesservicespacketsborderor Timedborderor Timed
ServicesServices

*cbacba*dcba*dcbaSignificance Level: 95%
15999122059494314096180502507-1648773842398Unweighted total

569290744866810444121371394-906022772000Weighted total

-11518270122201-105163-510252380North 0-9 Employees
-%17%20%16%18%19%-%8%14%16%-%6%17%19%19%

bcccc

-111361115-256-211320North 10+ Employees
-%2%1%1%2%1%-%2%1%2%-%2%2%1%1%

-156198105162218-4093100-2813670460Mids 0-9 Employees
-%23%22%23%24%21%-%33%25%25%-%31%23%25%23%

bb

*111371214*275-110520Mids 10+ Employees
3%2%1%2%2%1%6%1%2%1%-%1%2%2%1%

3273357192254426348161165-32242107820South 0-9 Employees
52%39%39%43%38%41%78%40%43%42%-%35%40%39%41%

*111371115*366-210520South 10+ Employees
5%2%1%1%2%1%3%2%2%1%-%3%2%2%1%

21011185484139*164244-177831260Wal/Sco/NI 0-9 Employees
34%15%13%12%13%13%11%13%11%11%-%19%13%11%13%

ab

*131361216*255-312520Wal/Sco/NI 10+ Employees
7%2%1%1%2%2%2%1%1%1%-%3%2%2%1%
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Weighting Var
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Types of services
used to send

RM product changes:standard letters:Use of RM postal services: parcels and packets
ChangedChangedLower CostHigherSecondFirstStandard/economyInternationalTracked servicesSecondFirstTotal base
providerfrom RMCostclassclassservicestracked services/specialclassclass
to RMto newservicesservices/specialdeliveryservicesservices

providerdelivery

*d*c*babaedcbaSignificance Level: 95%
161821559821159921173672974232398Unweighted total
1119163768886052752742042912000Weighted total

422311517033502239380North 0-9 Employees
32%10%11%7%17%20%5%4%18%11%13%19%

bdedde

*--111131144420North 10+ Employees
2%-%-%2%2%1%2%1%1%2%2%1%

372101501771624595569460Mids 0-9 Employees
26%37%12%27%22%21%31%32%21%27%24%23%

cc

*-1*10111144520Mids 10+ Employees
4%-%4%*%2%1%3%2%2%2%2%1%

281018276350213211586129820South 0-9 Employees
14%44%60%49%40%41%40%43%42%42%44%41%

***110131244620South 10+ Employees
1%1%1%2%1%2%2%2%1%2%2%1%

2223104114711342635260Wal/Sco/NI 0-9 Employees
20%8%11%9%15%13%14%14%12%13%12%13%

***112121144420Wal/Sco/NI 10+ Employees
*%*%1%3%2%1%3%2%2%2%2%1%
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Experienced problems
with service fromSatisfaction with

Royal mail in last 6services from Royal
monthsMailTypes of services for received mailMail received at your location

NoYesDissatisfiedSatisfiedOtherInternationalStandardUrgent,OthersPacketsAnyLargeLettersTotal base
/ CrossDeliveryTrackedandLettersLetters
borderor TimedParcels

Services

baba*dcbaedcbaSignificance Level: 95%
1938301651928456121671313232217612163168521332398Unweighted total
1580257531566539317641059191914111753131217242000Weighted total

304417289249329207362269334244328380North 0-9 Employees
19%16%14%18%36%12%19%20%19%19%19%19%19%19%

cc

163*17-51913201718161820North 10+ Employees
1%1%1%1%-%1%1%1%1%1%1%1%1%1%

3586615361-86416237450337401303391460Mids 0-9 Employees
23%26%28%23%-%22%24%22%23%24%23%23%23%23%

172117-41911201619181920Mids 10+ Employees
1%1%2%1%-%1%1%1%1%1%1%1%1%1%

636109226353172712430777566714531703820South 0-9 Employees
40%42%41%41%61%44%40%41%40%40%41%41%41%41%

163116*61913201719161920South 10+ Employees
1%1%1%1%3%2%1%1%1%1%1%1%1%1%

216317216-64231136251173228167225260Wal/Sco/NI 0-9 Employees
14%12%12%14%-%16%13%13%13%12%13%13%13%13%

172*17-71911201619171920Wal/Sco/NI 10+ Employees
1%1%*%1%-%2%1%1%1%1%1%1%1%1%
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Problems with
Have moved toprovider other thanSatisfaction with

communication methodsConsidered trying provider otherRoyal Mail in theother main provider
other than postthan RMFuture volume of maillast six months(Non RM)

NoYesNoYes - notYes -DecreaseStay theIncreaseNoYesDissatisfiedSatisfiedTotal base
triedtriedsame

bacbacbaba*baSignificance Level: 95%
104513531967107297412171625739297174182398Unweighted total

9071093162498259320147219335286133762000Weighted total

193187316124964277395711460380North 0-9 Employees
21%17%19%13%19%20%19%20%16%12%28%16%19%

a

81217*3413231*320North 10+ Employees
1%1%1%*%1%1%1%1%1%1%4%1%1%

2132473683354663464293242100460Mids 0-9 Employees
24%23%23%34%21%21%24%22%27%28%15%27%23%

ac

8121523312432*320Mids 10+ Employees
1%1%1%2%1%1%1%2%1%2%2%1%1%

3614596593811413260376155415166820South 0-9 Employees
40%42%41%39%44%41%41%39%44%48%41%44%41%

81216*3512331*320South 10+ Employees
1%1%1%*%1%2%1%1%1%1%3%1%1%

10815221711314119524346137260Wal/Sco/NI 0-9 Employees
12%14%13%12%12%13%13%13%10%7%6%10%13%

8121712414241*420Wal/Sco/NI 10+ Employees
1%1%1%1%1%1%1%1%1%1%1%1%1%
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Effect of postage pricesRM services used in the last monthUse of postal services in the last month
NoSendSendSendSendingSendingSendingSendingOtherRMOtherRM lettersTotal base

changemorefewersimilarletters/largeletters/largeparcelsparcelsprovidersmallprovider/large
letterslettersnumberlettersletters firstsecondfirstsmallparcelletters/largeletters

ofsecond classclassclassclassparcelletters
letters

dcbadcbadcbaSignificance Level: 95%
134362561121342085712691177593872398Unweighted total

731511247508221493469171522000Weighted total

1611971115711915326380North 0-9 Employees
22%6%17%14%22%18%32%23%28%21%16%17%19%

cca

2*2122*111*420North 10+ Employees
2%3%2%2%3%3%2%2%2%2%1%3%1%

1442010715512916330460Mids 0-9 Employees
19%28%18%20%15%18%26%24%25%23%19%20%23%

*13112*1121420Mids 10+ Employees
1%4%2%1%2%3%2%3%2%3%4%2%1%

336532120354161024765820South 0-9 Employees
45%42%47%45%40%43%21%32%28%35%44%43%41%

bbd

1*211212121420South 10+ Employees
2%3%2%2%2%3%4%3%4%3%6%3%1%

62116692537116260Wal/Sco/NI 0-9 Employees
8%12%10%13%12%10%11%11%8%10%5%10%13%

1*312211121420Wal/Sco/NI 10+ Employees
1%1%2%3%3%3%3%2%3%2%5%3%1%
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Month
Dec' 2018Nov' 2018Oct' 2018Sep' 2018Aug' 2018Jul' 2018Jun' 2018May' 2018Apr' 2018Mar' 2018Feb' 2018Jan' 2018Total base

lkjihgfedcbaSignificance Level: 95%
137155209174142184162172563411283312398Unweighted total
130184187209141150116123261571542892000Weighted total

20383741262825254553159380North 0-9 Employees
15%21%20%20%18%18%22%20%17%9%20%20%19%

113113-*5-1420North 10+ Employees
1%*%2%*%1%2%-%*%2%-%*%1%1%

452941474028362653173563460Mids 0-9 Employees
35%16%22%23%28%19%31%21%20%29%23%22%23%

abdegijkdkadegjk

212-23--5-1420Mids 10+ Employees
1%1%1%-%2%2%-%-%2%-%1%1%1%

44877490526234521192965111820South 0-9 Employees
34%47%40%43%37%42%29%42%46%51%42%38%41%

flffffaflflff

113122-*5-*520South 10+ Employees
1%1%1%1%1%1%-%*%2%-%*%2%1%

15252428172020202562138260Wal/Sco/NI 0-9 Employees
12%14%13%13%12%14%18%16%9%10%14%13%13%

dd

212*13-*5-*520Wal/Sco/NI 10+ Employees
1%*%1%*%1%2%-%*%2%-%*%2%1%
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Quarter
Q4 2018Q3 2018Q2 2018Q1 2018Total base

dcbaSignificance Level: 95%
5015008975002398Unweighted total
5005005005002000Weighted total

95959595380North 0-9 Employees
19%19%19%19%19%

555520North 10+ Employees
1%1%1%1%1%

115115115115460Mids 0-9 Employees
23%23%23%23%23%

555520Mids 10+ Employees
1%1%1%1%1%

205205205205820South 0-9 Employees
41%41%41%41%41%

555520South 10+ Employees
1%1%1%1%1%

65656565260Wal/Sco/NI 0-9 Employees
13%13%13%13%13%

555520Wal/Sco/NI 10+ Employees
1%1%1%1%1%
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